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Abstract 
There are an estimated 300 state-owned enterprises in South Africa with nine reporting to 
the Department of Public Enterprises (Chabane, 2010). The remaining institutions report to 
various national ministries, provinces and municipalities. The problem faced by these 
institutions is related to performance management practices that do not assist these 
institutions to be effective, efficient, responsive and accountable service delivery arms as 
per the guiding principle of their establishment. The current performance management 
practices in these institutions prevent the institutions from achieving set goals and targets 
and being able to operate efficiently in a highly competitive environment. 
Performance management is a broad field and includes any activity that organisational 
leaders may undertake which is designed to ensure that personal and organisational goals 
are consistently achieved. In reality, most of the day-to-day activities of individual 
employees, teams, and business units make some contribution to the performance 
management effort.  
The objective of this study was to evaluate the use of performance management system in 
state development agencies in the Eastern Cape Province and recommend a framework 
for performance management that can be implemented to improve productivity. 
The empirical study was conducted, using a questionnaire with a semi-structured question 
design. .  
The results of this study suggest that performance management is still a top down 
approach that results in sub-units and individual employees (not) taking ownership of the 
process. Another shortcoming in the implementation of performance management is 
related to the unavailability of easy-to-use technology for collecting performance 
information. Furthermore, a majority of the agencies do not use a strategy map which is an 
additional procedural framework through which the score card can be applied as a system 
to strengthen the management of the organisation’s strategy.   
State development agencies should find ways to improve their performance management 
systems to ensure that these are effective, efficient, responsive and accountable service 
delivery arms as per the guiding principle of their establishment.  
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Despite all the shortcomings identified, the majority of the respondents agreed that 
performance management is a method of management designed to ensure that 
organisations and all its components work together in order to optimise the organisational 
goals.  
It is recommended that in order for the institutions to be effective and efficient delivery 
arms of government, a lot of work needs to be done to reengineer the implementation of 
performance management as a day-to-day management tool to drive the strategy of the 
organisations. This includes:  
 Taking advantage of technology and adopt easy-to-use computer-based 
programmes to collect performance data. These systems can be linked to the 
company intranet and allow all employees to update performance information in an 
effective and efficient manner.  
 Focus on their reward and recognition process. The reward and recognition should 
be linked directly to performance not a status, job grade or seniority. Reward and 
recognition should be given as soon as possible after outstanding performance. In 
doing so, institutions should move away from secrecy about performance evaluation 
results and remuneration, and towards an environment of more openness 
(transparency). 
 Lastly, institutions should make strategic management a core competency. This 
new management discipline has been adopted by the local government sphere. 
This means organisations should look at creating a position of strategic manager at 
a senior management level in their organograms. 
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CHAPTER ONE: INTRODUCTION AND BACKGROUND 
 
1.1 Introduction 
Few countries on the African continent have travelled the social , economic and 
political distance that South Africans have in the 17 years of its democracy. The journey 
has, however, not been without i t s  c h a l l e n g e s . While the availability of solid public 
policy indicates the beginning of the process of delivery to all, it alone is insufficient if not 
supported by effective systems and processes for actual delivery. The biggest challenge lies 
in the government’s effectiveness and efficiency in reaching its goal.  Several 
mechanisms put in to  place to  improve the delivery of public services fall short and 
where these do not, no one is able to say with confidence what the level of success or 
failure is. This is because the instruments which measure success or failure a re  not as 
accurate, have not been implemented or do not exist (Luthuli, 2007). 
From the beginning of the new democracy, problems related to performance improvement 
were realised and mechanisms to deal with it were set into place. The performance vision 
was codified through the passing of the Constitution of the Republic of South Africa (1996) 
and various supportive policies and legislation (Msengana-Ndlela, 2004).  The White Paper 
on Reconstruction and Development (RDP) (1994:s5.7), for example, in its attempt to 
unshackle the true potential of the public service, visualised the introduction of a 
performance measurement system to increase productivity. Preserved in South Africa’s 
Constitution (Constitution, 1996:s195) is the willpower to promote values directed at 
improving the efficiency and effectiveness and economy. The response to a need for a 
performance management system has so far come from a human resources perspective 
through t h e  Public Service Regulations (1999) which requires the introduction of 
performance management systems in state departments and links individuals to agreed 
performance outputs and levels (Luthuli, 2007).   
Realising the organisational performance gap, the Public Finance Management Act (PFMA) 
(1999) brought together all these performance improvement initiatives by insisting on 
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adherence to the three Es (efficiency, effectiveness and economy). However, the 
organisational performance-monitoring gap has remained, despite this endeavour. 
Accountability requirements have also placed an obligation on government organisations to 
report regularly (annually) on their successes or failures as per the p re d e t e rm in e d  
outputs (WPTPS, 1997). In supporting the above statement, Osborne and Gaebler 
(1993:147) state that “if you do not measure results, you can’t tell success from failure and 
if you can’t identify failure, you can’t correct it”.  This is true in many respects and mitigates 
for a move for measuring performance, something that South Africa has evaded in the past 
(Presidential Review Commission Report, 1998).  
Policy needs to be reflected as a vision and a mission that the organisation has set for itself. 
This means that the organisational strategy, objectives and the resultant indicators need to 
reflect policy objectives and priorities.  
In responding to challenges that are faced with the State Owned Enterprises (SOE), the 
President of South Africa, Honourable Jacob Zuma announced in the Presidency Budget 
Vote speech of 10 May 2010, that there is a need to strengthen all spheres of government in 
order to deliver services faster and better.  In support of this goal, a SOE review committee 
was appointed to ensure that while SOEs remain financially viable, SOEs, development 
finance institutions as well as companies in which the state has a significant shareholding, 
should respond to a clearly defined public mandate, and help us to build a developmental 
state (Chabane, 2010). 
The move to review these institutions recognises the need to inculcate alignment, efficiency 
and viability while concurrently ensuring that the entities fulfil their public mandate through 
ensuring that social and infrastructural goals are met. The proper governance and control of 
SOEs is an important component. The magnitude of this task cannot be overestimated, given 
their aggregate size and their contribution to the Gross Domestic Product (Chabane, 2010). 
1.2 Problem statement 
There are estimated 300 state-owned enterprises in South Africa with nine reporting to the 
Department of Public Enterprises (Chabane, 2010). The remaining institutions report to 
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various national ministries, provinces and municipalities. The problem faced by these 
institutions is related to performance management practices that do not assist these 
institutions with being effective, efficient, responsive or accountable service delivery arms, as 
per the guiding principle of their establishment. The current performance management 
practices in these institutions prevent the institutions from achieving set goals and targets and 
being able to operate efficiently in a highly competitive environment.   
 
1.3  Research objectives 
The aim of the research is to evaluate the use of performance management systems in state 
development agencies in the Eastern Cape Province.  The researcher intends to achieve this 
objective by establishing the process of implementing a performance management system as 
well as understanding how the function is perceived by employees. 
 
In order to address the primary objective, the secondary objectives of this study were 
unpacked as follows:  
 Understanding of the organisation performance management system;  
 The design and structure of the performance measurement system;  
 The design and structure and implementation of performance review system; 
 The perception of employees on the impact of PMS; and 
 The perception of employees on the performance of the organisation in comparison to 
other organisations in the same field. 
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1.3 Research methodology 
1.3.1 Research paradigm  
The research study has followed a quantitative approach for investigating the use of the 
performance management system in Eastern Cape’s state development agencies. This 
research study has utilised the quantitative approach to test the theoretical framework as 
outlined in Chapter Two. 
The quantitative approach is underpinned by the belief that reality is independent of us and 
the goal is the discovery of theories based on empirical research. The fact that the 
researcher is independent of the research subject is further conformed by Remenyi et al 
(1998) cited in Saunders et al (2000:85). 
 
In a quantitative approach, two main data collection methods are used, that is, self 
completion questionnaires and structured interviews (Collis & Hussey, 2009:191). The 
researcher has chosen questionnaires as a method of data collection. The questionnaires 
were distributed to management staff of the selected institutions for completion. The data 
was collected from sixty (60) questionnaires. However, only 43 respondents were 
administered face-to-face or telephonically. 
 
1.3.2 Sampling 
For the purpose of this research, a simple random sampling approach was used. The target 
respondents for this study were the management team of the following government agencies: 
AsgiSA Eastern Cape (AsgiSA EC), the Amathole Economic Development Agency (Aspire), 
the East London IDZ, and the Eastern Cape Rural Finance Corporation (ECRFC). This 
included senior management and middle managers from different business units. The reason 
for this selection was to assess if performance management is a tool that influences the day-
to-day activities of each employee in these institutions. 
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1.4 Definition of key elements  
The following key concepts will be used frequently in this research study and it is important to 
understand these within the context used by the researcher, namely: 
Performance implies the action of doing things, using things, attending to conditions, 
processing, communicating and achieving results. Performance produces an output (O) that 
is tangible work in the form of product, service or knowledge. Outputs are a product of work 
groups, jobs, core processes and business units.  
Performance management is a systematic process by which an agency involves its 
employees, as individuals and members of a group, in improving organisational effectiveness 
in the accomplishment of agency mission and goals. Blundell & Murdock, (1998), as quoted 
by Letsoalo (2007:15), define performance management as a set of activities and evaluations 
that ensure the company is being effective and efficient in the process of meeting its goals.  
Performance measurement is a process whereby an organisation establishes numerical 
parameters within which programmes are reaching a desired result.  
The Balance score card (BSC) is a performance measurement tool, which enables 
organisations to measure its performance in a holistic manner, focusing on four perspectives, 
namely, finance, customer/stakeholder, internal business process, and learning and growth. 
A performance appraisal is the specific analysis of the performance of employees inside a 
company. It evaluates the employee's work and quality for the year. Performance appraisals 
can be considered one-step in the greater effort of performance management, a step that 
focuses on the employee's past performance, while performance management is an ongoing 
process that evaluates day-to-day performance. 
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1.5 A brief background on the institutions where the respondents were drawn 
The following sub paragraphs present a brief background of the respondents and their 
organisations. 
 
a) Eastern Cape Development Corporation 
The Eastern Cape Development Corporation (ECDC) is a dynamic economic 
development agency in the Eastern Cape that works with provincial and national 
ministries, municipalities, chambers, private business, communities and other 
development agencies to implement the economic development policies of the Eastern 
Cape Provincial Government. ECDC reports to an independent board of directors 
representing all stakeholders in the Eastern Cape. The directors are appointed by the 
Department of Economic Affairs, Environmental Affairs and Tourism. 
ECDC was formed in 1996 by an Act of the Eastern Cape Legislature to plan, finance, 
co-ordinate, market, promote and implement the development of the Eastern Cape 
Province and its entire people in the fields of industry, commerce, agriculture, transport 
and finance. The work of ECDC is closely aligned with the strategic intent of the 
Provincial Growth and Development Plan (PGDP), the Eastern Cape’s official roadmap 
to a prosperous future for all its people, as well as broader national and local policy 
interventions designed to deliver growth, employment and reduce the levels of poverty 
in the country. 
 
ECDC’s head office is in East London, which is centrally situated in the province. 
ECDC reaches throughout the Eastern Cape via a network of regional offices in Port 
Elizabeth, King William’s Town, Queenstown, Butterworth and Mthatha. 
 
b) AsgiSA Eastern Cape (EC)  
AsgiSA EC assists the provincial government in accelerating growth and development 
in the eastern part of the Eastern Cape, also known as the former Transkei. It forms 
part of the Provincial Growth and Development Plan (PGDP), which aims to halve 
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poverty and unemployment by 2014. The organisation, a subsidiary of the Eastern 
Cape Rural Finance Corporation, visualises "a vibrant and sustainable rural economy 
that improves livelihoods and unlocks the dormant potential of the land and the people 
of the Eastern Cape".  
c) Eastern Cape Rural Finance Corporation (ECRFC) 
 
The Eastern Cape Rural Finance Corporation Ltd (ECRFC) was established to 
consolidate and perform the functions that had previously been conducted by the 
erstwhile homeland administrations of Transkei and Ciskei through their respective 
agricultural banks. 
The mission of the ECRFC is to promote, support and facilitate rural development in 
the province through the mobilisation of financial resources and the provision of 
financial and supportive services to people living and conducting business in the 
province, and to promote and facilitate private sector investment. 
In addition, the ECRFC is required to act as the agent of the provincial government in 
the performance of development-related responsibilities that the government considers 
may be more efficiently performed by a corporate entity. The business of the ECRFC is 
conducted through two operating segments: Uvimba Finance, which deals with 
financial and administrative matters, and Vulithuba Development, which is the project-
implementing arm of the ECRFC. 
 
d) Amathole Economic Development Agency (Aspire) 
 
Aspire, registered as the Amathole Economic Development Agency, is a proprietary 
limited company established in September 2005 and is wholly owned by the Amathole 
District Municipality. Aspire’s vision is to be a pioneer in the stimulation of spatial 
economic development. 
Aspire is positioned as a “trusted advisor, stimulator and partner in the regional 
economic environment” and our mission is to stimulate locality development, with the 
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objective of regenerating small town economies. We believe that the regeneration of 
decaying small towns will enhance their ability to contribute to the economy of the 
Amathole Region, and will improve the quality of life of its residents. 
e) East London Industrial Development Zone (IDZ) 
 
The East London Industrial Development Zone (IDZ) was first established in 2002 
when the Department of Trade and Industry (dti), which manages South Africa’s IDZ 
programme, awarded the zone its provisional license. 
 
In only five years, the East London IDZ (Pty) Ltd Company has transformed a 430 
hectare green-field’s site into a world-class best practice industrial park in which 10 
investors already operate. 
 
The IDZ programme is part of the national government’s strategy to position the 
country in a global economy through the export of manufactured products that add 
value to the country’s resources. 
  
1.6 Chapter outline  
The research study consists of five chapters: 
Chapter One introduces the research topic and serves to illustrate the need for the research 
topic. This chapter entails an introduction, problem statement, research objectives, 
methodology to be used and key concepts.   
Chapter Two provides a theoretical literature review.  
Chapter Three deals with the research methodology and research design. The research 
methodology, including research paradigms, sample and its demographic composition, 
measuring instruments, testing for reliability and a table representing test results, are 
provided. The validity of the instruments used is also explained in this chapter. 
Chapter Four details the empirical results of the research conducted.  
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Chapter Five provides a summary of the main findings, recommendations and conclusion.  
 
1.7 Conclusion  
The chapter outlines the format and methods that the research has employed, with reference 
to the research problem. The need for the research in the field of performance management 
and its importance has been highlighted. Key terms have been defined and a brief overview 
of the respondents' institutions has been compiled.  
The next chapter deals with a literature review of performance management and the Balance 
Score Card as a performance management system. 
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CHAPTER TWO: LITERATURE REVIEW  
 
2.1  Introduction 
The aim of this chapter is to present a literature review on performance management. The 
chapter begins by providing background on the importance of performance management as 
well as a definition of performance management. The second part of the chapter presents 
performance measurement. The third part of the chapter presents performance appraisal.  
 
2.2 Definition of performance management  
It is necessary before proceeding with this chapter, to gain an understanding of the terms 
“performance management”, “performance measurement”, “performance appraisal” and to 
identify their common features as these will be referred to throughout this chapter. All these 
concepts are geared towards enhancing the performance of the organisation and the 
individual employee. 
Blundell and Murdock (1998), as cited by Letsoalo (2007:15), define performance 
management as set of activities and evaluations that ensure the company is being effective 
and efficient in the process of meeting its goals. It analyses and concentrates on various 
elements inside the company structure, such as the overall performance of the company, the 
performance of a specific department, phases of producing a product or service and 
employee performance. 
Performance management can further be defined as a systematic process by which an 
agency involves its employees as individuals and members of a group, in improving 
organisational effectiveness in the accomplishment of organisational mission and goals (US 
Office of Personnel Management, 2011). 
Performance management is, therefore, defined as the process whereby an organisation 
establishes numerical parameters within which programmes are reaching a desired result.  
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Performance appraisal is the specific analysis of the performance of employees inside the 
company. It evaluates the employee's work and quality for the year. 
 
2.3  The importance of performance management  
Performance management (PM) supports the overall business strategy by linking the work of 
every individual employee, teams, business units to the overall mission of organisation.  The 
way in which an individual employee and team’s performance are managed, affects the 
performance of the entire organisation (Letsoalo, 2007: 13).  
Conventional wisdom says that a strategic performance management system improves 
organisational performance and employee efficacy and also enhances enterprise risk 
management system. The objectives of performance management include implementing 
business strategy by motivating performance, helping individuals develop their skills and 
creation of a motivating climate in an organisation (Coetsee, 2003:142).  
Performance management, performance measurement and performance appraisal are 
equally important for the accountability of the organisation and individuals within the 
organisation. 
 
2.4 Performance management process 
The performance management process is a method of management design to ensure the 
organisation and all of its components are working together to optimise the organisation’s 
goals. The organisation’s components include departments, employees, processes, teams, 
and other aspects of an organisation. To achieve this design, performance management 
process should address the overall organisation performance, in conjunction with the 
components which high-performing organisations view as a process.  These will enable them 
to deliver a predictable contribution to sustained value creation, even in face of changing 
environment (De Waal & Fourman, 2000:17).  
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For the performance management system to contribute to the achievement of company 
goals, it is imperative that all stakeholders including senior management/executives, middle 
management, line management and employees are committed to it and take ownership of the 
system. 
 
2.5 Elements of performance management 
The definition of performance management, as indicated above, incorporates various 
elements or components, which are of importance for performance management.  Five critical 
elements or components for effective performance management have been identified and are 
discussed below.  
2.5.1 Communication and feedback  
People in organisation almost spend 75% of their time in interpersonal situations, which is 
why the root cause of problems for many organisations is poor communication. It is for this 
reason that effective communication is an integral part of organisational success (Kinicki & 
Kreitner, 2008:299). Dixon (2004), as quoted by Letsoalo (2007:18), emphasises that 
communication is a vital component of management as it links together all management 
processes and activities and involves exchange of ideas and information. Communication 
is the glue that binds various elements, coordinates activities, and allows people to work 
together and produces results. 
Numerous surveys indicated that employees have a heavy appetite for feedback (Kinicki & 
Kreitner, 2008: 201).  When people walk in the door, they want to know:  
“What do you expect of me? What is in this deal for me? What do I do to get justice if 
I’m not treated appropriately?”  
Feedback motivates behaviour by acting as promise for future rewards. Therefore 
feedback, through a performance appraisal, is central to performance management. 
Feedback serves two functions for those who receive it: It is instructional and motivational 
(Kinicki & Kreitner, 2008:202).   
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Positive feedback fulfils people’s psychological need to be recognised, to be seen, and to 
be regarded as capable. Feedback has a reinforcing influence on positive behaviour, just 
as rewards have (Coetsee, 2003: 168). Communicating a vision of an organisation to 
employees is a step in the right direction, but it will not translate into action unless people 
can absorb the message and apply it in the way they do their work.  
There are three sources of feedback namely: others, task and self.  In any environment, 
employees receive feedback from others such as peers, supervisors, lower-level 
employees and outsiders. The task itself is a ready source of feedback (Kinicki & Kreitner, 
2008: 203).  A third source of feedback is oneself. People with self-confidence tend to rely 
on personal feedback more than those with low self-confidence.  
Coetsee (2003:168) emphasises that there are a number of compliance requirements for 
feedback to be effective, namely:  
 It should be given as soon as possible after the behaviour or performance occurred 
and should be accurate, relevant and specific. 
 The person responsible for the feedback needs to be determined in advance what 
he wishes to achieve with the feedback. Its only when the manager has a clear idea 
that a method and content of feedback can be planned. 
 Feedback should not end with what has already happened but should even in the 
case of positive feedback end with what is to be done in the future. 
 Whenever negative feedback is given, make sure that the person not only knows 
what the causes and results of his behaviour are, but also that he/she understands 
it. 
 Feedback, whether negative or positive, should always be credible, constructive and 
future oriented. 
In all, performance involves ongoing communication between managers and employees 
that links expectation, ongoing feedback, performance evaluation and developmental 
planning (Dailey, 1985: 11-29). 
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2.5.2 Organisational reward system 
In order to encourage and improve performance, it is important to recognise and reward 
employees who perform exceptionally well, and whose skills are valued, in order to 
encourage them to maintain the high standard of achievement, and to motivate others to 
strive for improved performance. The most obvious way of achieving this is by awarding 
increases in pay (White paper on a New Employment Policy for public service, 1997).  
Pay for performance policies have enjoyed increasing acceptance in the public sector 
primarily as tools for promoting better productivity. Pay for performance is a popular term 
for monetary incentives and is linked, at least, to some portion of the pay check and 
results or accomplishments (Kinicki & Kreitner, 2008: 210). It is only when performance 
related pay is based upon an integrated performance management process that it has a 
beneficial impact on work climate. Employees need to recognise the link between 
performance expectations and rewards. An individual’s level of satisfaction with the 
reward she/he received for performance depends on how much the person perceives of 
how much she/he feels should receive for the work or performance (Coetsee, 2003: 163). 
Whatever tangible and or intangible the reward provided, managers should explain to 
employees why the reward is being offered to avoid employees feeling that the reward 
was arbitrary.  
2.5.3 Training and development  
The intention of employee training and development activities is to improve performance. 
To further illustrate this point, Jain (2004:64) contends that development can be thought of 
as bringing about capacity that goes beyond that required by the current job. It represents 
efforts to improve an employee’s ability to handle a variety of assignments. Since the point 
of training and development is to improve performance, it is prudent to use them together 
so that the performance management process ends up informing decisions on the most 
effective training and development initiatives to meet growing and ever changing demands 
(Gutteridge, Shore & Leibowitz, 1993:3).  
In performance management, training is not limited to employees only. To minimise bias 
and increase accuracy and objectivity, managers should be trained as well.  Latham, 
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Almost, Mann and Moore (2005: 396-404) allude that this training should teach managers 
and coaches the relevant performance criteria for evaluating people, the relevant job 
behaviour to observe and ways to effectively minimise errors in judgment when using the 
appraisal instrument. According to Hodges (2002:2), training programmes should focus on 
Return on Investment (ROI) and Return on Expectation (ROE). 
Once training needs have been identified, it becomes imperative to compile an individual 
development plan. Development plans can be informed by performance assessment done 
on a quarterly basis or as part of the annual appraisal.  
2.5.4  Performance improvement 
In organisational development, performance improvement is the concept of organisational 
change in which the managers of an organisation put into place and manage a 
programme which measures the current level of performance of the organisation and 
then generates ideas for modifying organisational behaviour and infrastructure which are 
put into place to achieve higher output (Gary, 2010). 
The primary goals of performance improvement are to increase organisational 
effectiveness and efficiency and also to improve the ability of the organisation to deliver 
goods and or services. A third area sometimes targeted for improvement is organisational 
efficacy, which involves the process of setting organisational goals and objectives. 
Letsoalo (2007: 22) alludes that competency-based performance management is much 
more likely to bring about a long-term performance improvement. It is a known fact that 
an individual’s ultimate job performance is the combined result of job related 
competencies and the situation in which he or she is working. Management of people and 
the workplace climate are critical factors for influencing how individuals perform (Coetsee, 
2003:56). 
2.5.5 Employee satisfaction  
Working men and women spend one third of their adult life at work, making the work 
place one of the most important communities to which employees belong (Coetsee, 2003: 
45). According to Fletcher and Williams (1996: 170), performance management should 
result not only in an improvement in profitability or delivery of services, but also in an 
16 
enhancement of employee motivation, satisfaction and identification with the 
organisation. Employee satisfaction is a measure of how happy workers are with their job 
and working environment. Keeping morale high among workers can be of tremendous 
benefit to any company, as happy workers will be more likely to produce more, take fewer 
days off, and stay loyal to the company.  
To measure employee satisfaction, a number companies use mandatory surveys or face-
to-face meetings with employees to gain information. Both of these tactics have pros and 
cons, and should be chosen carefully. Surveys are often anonymous, allowing workers 
more freedom to be honest without fear of repercussion. Interviews with company 
management can feel intimidating, but if these are done correctly, can let workers know 
that their voices have been heard and their concerns addressed by those in charge. 
Surveys and meetings can truly get to the centre of the data surrounding employee 
satisfaction, and can be great tools to identify specific problems leading to lowered 
morale (Wisegeek, 2011). 
Coetsee (2003:47) concludes that performance and satisfaction are related, but only 
under certain conditions that include perceived equity and rewards attached to 
performance. This can be summarised as: 
“When performance is rewarded and rewards are perceived as equitable that results in job 
satisfaction (Wisegeek, 2011).” 
 
2.6 Performance measurement 
Performance measurement is best understood by considering the definitions of the words 
“performance” and “measurement”: 
“Performance refers to output results and their outcomes obtained from processes, 
products, and services that permit evaluation and comparison, relative to goals, 
standards, past results and other organisations. Performance can be expressed in 
non-financial and financial terms.” 
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“Measurement refers to numerical information that quantifies input, output and 
performance dimensions of processes, products, services and the overall organisation 
outcomes. Performance measures might be simple (derived from one measurement) 
or composite.” 
The main role of performance measurement in managing an organisation to achieve its 
desired performance goals has been recognised from the days of management accounting 
(Mahidhar, 2005:57).  Changes in the economic environment have forced companies to excel 
beyond financial performance and look at improvements in quality, speed and flexibility. The 
question of how to measure performance effectively in ways that improve service delivery is 
one of the big issues in public sector management. According to de Bruijn (2001), as quoted 
by Letsoalo (2007:39), performance measurement is seen as improving the necessary 
intertwining of policy making and implementation and also improves the quality of policy and 
decision making.  
Performance measurement is the process of measuring efficiency, effectiveness, quality and 
capability of an action or a process against given norms (Neely and Gregory 1995b, as 
quoted by Mahidhar, 2005: 57). Effectiveness is a measure of doing the right job.  Efficiency 
is measure of doing the job right (Mahidhar, 2005: 58). 
An effective performance measurement process requires considerations around the design of 
two key aspects, that is, performance measures and the performance measurement system.  
The body of literature on performance measurement has evolved primarily around 
performance measures and performance measurement frameworks that facilitate the design 
of the performance management system.  
Mayston (1985: 51-74) indicates that performance is measured because of the following 
reasons: 
 To clarify the organisation’s objectives  
 To indicate potential areas for cost savings  
 To enable users to make informed choices 
 To evaluate the final outcome resulting from the organisation’s activities  
18 
 To indicate performance standards when licensing or contracting out a privatised 
service  
 To assist in determining the most cost-effective service levels 
 To trigger further investigation and possible remedial action to improve quality. 
 
2.6.1 Role of performance measurement 
The measurement of internal performance for planning and control purposes can be 
traced to the development of the first large companies (Mahidhar, 2005:59). Performance 
measurement enables managers and employers to monitor and control resources and 
actions to achieve predefined targets. At operational level, measures for resources 
(inputs), actions, and process performance (output) are monitored and compared with the 
desired targets. The comparison between actual performance and planned/targeted 
performance helps in identifying gaps that can point towards a need for intervention and 
improvement (Mahidhar, 2005: 59).  
Measures communicate performance not only to internal employees and managers for 
purpose of control and coordination but also to external stakeholders. Well-designed and 
communicated measures are essential for communicating to the user and giving a sense 
of knowing what needs to be done without necessarily requiring him/her to understand 
the intricacies of related process. Melynyk, et al (2004), as quoted by Mahidhar (2005: 
60), argues that poorly developed or implemented metrics can lead to frustration, conflict 
and confusion.  
A well-articulated decision-making process involves the selection of appropriate 
performance measures and targets that will align behaviour and actions of employees to 
desired actions and strategic objectives. 
The impact of performance measurement on behaviour depends on the organisational 
context of measurement, the use of measurement and alignment/degree of agreement 
between measurement and organisational objectives. In addition, comprehensive 
performance measures allow managers to respond to immediate perspective and be able 
to make decisions on long-term perspectives.  
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In summary, performance measurement plays a key role in an organisation along five 
dimensions: 
 Monitoring: Measuring and recording actual performance 
 Control: Identifying and making strides towards closing the gap between planned 
performance and actual performance 
 Improvement: Identifying critical improvement opportunities 
 Coordination: Providing information as well as external communication with 
stakeholders 
 Motivation: Encouraging behaviour and continuous improvement. 
Performance measures should be designed in such a way that it measures performance 
at each level of the organisation that will be able to support the above roles.  
2.6.2 Performance measure  
In management practices, a performance measure is defined as a verifiable variable that 
is expressed in quantitative or qualitative terms. Performance can also be defined as a 
variable, used to qualify the efficiency and effectiveness of an action, and includes 
qualitative aspects as different stakeholders put different values on the same outcome 
(Mahidhar 2005:62). 
A performance measure should be supported by all stakeholders and should be based on 
an agreed-upon set of data and a well-understood and well-documented process for 
converting that data into measure. This process should stand scrutiny in such that when 
an independent source is given the same data, the process should be able to arrive to the 
same measure (Mahidhar 2005:62).  
Targets should be clearly stated for each performance measure and should provide a 
challenge to employees to achieve high performance levels. Box and White (1993:31-45) 
suggested the use of statistically derived performance targets, while Spendolini (1992:21-
29) suggested the use of standardised benchmark performance targets.  
Performance measures should also be designed in line with the objectives and goals of 
the institution. Sometimes the impact of a performance measure of one activity may not 
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be limited to just that activity.  A performance measure leads to an effective performance 
improvement if it is systematically designed to address all the elements. It is for this 
reason that the performance measure should be comprehensive enough to capture all 
the attributes that enable the performance measurement process to be successfully 
carried out while producing the desired outcomes.  A design of the performance measure 
requires a clear understanding of all the elements that can affect performance 
measurement, as well as potential subsequent actions, including the dimensions and 
levels of measurement.  
2.6.3 Dimensions of performance measures  
While choosing performance measures, managers or decision makers need to be fully 
aware of the complexity in the variety of measures. Performance measures can be 
broadly classified into three dimensions. According to Higgin and Hack (2004), these 
dimensions of measure are type, tense and focus.   
The first dimension, type, includes financial and non-financial measures. Financial 
measures define pertinent elements in terms of monetary resources, whereas non-
financial measures tend to define operational as well as qualitative measures such as 
employee morale and customer relationship.  
The second dimension, tense, refers to a leading versus lagging indicator. It depends on 
how a measurement is intended to be used (Higgin & Hack, 2004). Measures can be 
used in two ways, that is, to judge outcomes or to predict the future. Lagging indicators 
show actual outcomes, while leading indicators gather information, guide decisions 
making and assess likelihood of success (Ittner & Larcker, 1997:1-35).  
The third dimension, focus, refers to internal versus external. It is important to measure a 
firm’s internal performance against set targets, based on stakeholder expectations 
(Crowther, 1996). It is also equally important to measure external performance to set 
benchmarks and satisfy some of the external stakeholders and maintain competitive 
position (Thompson & Strickland, 2003). 
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2.6.4 Levels of performance measurement  
Measures are indices made up of several measures across different levels in an 
organisation (Higgins & Hack, 2004).  Performance measures can be categorised in 
hierarchical fashion across three levels of aggregation to achieve overall optimal 
performance (Johnston et al., 2002:256; Lohman et al., 2004 267). These levels are 
linked to each other, as presented in Figure 2.1 below. The base is the individual metric 
which is the building block. Individual metric sets combine to form various metrics sets, 
each set directs and regulates individual activities in support of strategic objectives. The 
top is the metric cluster which combines the individual metric and metric sets in a manner 
to link with strategy and stakeholder values (Lohman et al, 2004: 267-286).  
Figure 2.1: Levels of performance measures 
Metric cluster  
 
Metric set  
 
Individual metric 
 
Source: Adopted from Mahidhar, 2005:71 
 
Coordinating and managing the development of the various individual metrics, metric sets 
and metric clusters is the performance measurement system. Coordination strives to 
maintain a uniformity of activities, goals and purposes across departments, groups, 
activities and processes (Mahidhar, 2005:71). 
 
Measures have to be part of an integrated system that integrates the goals of each 
employee in the organisation so that there is aligned commitment for the benefit of the 
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organisation.  A performance management system requires a systematic structure and 
process.  
2.6.5 Performance measurement frameworks 
There has been a lot of performance measurement frameworks developed since the 
1980s, addressing one or more dimensions of the performance measurement. Most of 
the performance measures developed in organisations are a collection of best practices 
that have been grafted into performance measurement frameworks and work anywhere in 
very well or very badly-managed organisations (Johnston et al, 2002: 256-262).  
The framework assists by clarifying performance measurement boundaries, specifying 
performance measurement scope and may provide initial insight into the relationship 
amongst the performance measurement dimensions. Folan and Browne (2005:663-680) 
classified performance measurement frameworks as follows:  
 The structural framework: A framework which specifies the typology form 
performance measure management (?) 
 A procedural framework: A step-by-step process for the developing a performance 
measure from strategy and a systematic process to manage the evolution of a 
performance measurement system.  
Over the years, performance measurement frameworks, based on structural framework 
development, have outstripped the pace of procedural performance measurement 
framework development. Structures have evolved to address the drawbacks of previous 
frameworks and now better serve the organisation when deploying novel operational 
strategies.  
Some of the frameworks that have been adopted by the industry are:  The Performance 
Pyramid by Lynch and Cross (1991), the Productivity Measurement and Enhancement 
System (Pritchard, 1990), the Results and Determinants Framework by Fitzgerald et al 
(1991), the Balanced Score Card by Kaplan and Norton (1992) and Performance Prism 
by Neely, Adams & Crowe (1995b)  
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The most common features identified in all of the frameworks are that performance 
measures should: 
 Be linked to corporate strategy  
 Include external as well as internal measures  
 Include non-financial as well as financial measures  
 Make explicit the trade-offs between different dimensions of performance  
 Include all important but difficult to measure factors as well as easily measurable 
ones  
 Pay attention to how the selected measures will motivate managers and 
employees. 
There are basically three performance measurement frameworks. The frameworks are 
discussed in the following subsection. 
2.6.5.1 Performance Pyramid (Strategic Measurement and Reporting Technique) 
The model represents an acknowledgement by the writers that traditional performance 
measurement systems were falling short of meeting the needs of managers in a changed 
business environment (Johnson, 2005). The Performance Pyramid System (PPS) was 
one of the first “new” PMSs, developed by Lynch and Cross (1991) during the 
performance measurement revolution. It is an interrelated system of different performance 
variables, which are controlled at different organisational levels. Strategic objectives flow 
down through the organisation with a reverse flow of information flowing upwards. Lynch 
and Cross (1991) use a pyramid-shaped “map” for understanding and defining the 
relevant objectives and measures for each level of the business organisation. The four 
levels of the PPS embody the corporate vision, accountability of the business units, 
competitive dimensions for business operating systems, and specific operational criteria. 
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Figure 2.2: Performance Pyramid by Lynch and Cross, (1991) 
 
Source: Adopted from Johnson, (2005). 
Lynch and Cross (1991) suggest a number of measures that go far beyond traditional 
financial measures such as profitability, cash flow and return on capital employed. Apart 
from financial measures, customer satisfaction, flexibility and productivity are the driving 
forces upon which company objectives are based.  
The Performance Pyramid is derived from the idea that an organisation operates at 
different levels, each of which has a different focus. However, it is vital that these different 
levels support each other. Thus, the pyramid links the business strategy with day-to-day 
operations (Johnson, 2005). 
In proposing the use of the Performance Pyramid, Lynch and Cross (1991) suggest 
measuring performance across nine dimensions. These are mapped onto the 
organisation - from corporate vision to individual objectives. 
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The strength of the Performance Pyramid model lies in that it ties together the 
hierarchical view of business performance measurement with the business process 
review. It is also explicit about the measures that are of interest to external parties - such 
as customer satisfaction, quality and delivery - and measures that are of interest within 
the business such as productivity, cycle time and waste (Johnson, 2005). 
2.6.5.2 Measurement and Enhancement System (ProMES) 
The productivity measurement and enhancement system (ProMES) was originally 
developed by Pritchard (1990). ProMES is a participative development method for 
performance management systems, designed to be a practical method of measuring 
organisational productivity.  ProMES is a formal, step-by-step process that identifies 
organisational objectives, develops a measurement system to assess how well the unit is 
meeting those objectives, and develops a feedback system which gives unit personnel 
and managers information on how well the unit is performing. As can be seen in Figure 
2.3, the ProMES system is built up around the concept of motivational force. 
 Figure 2.3: ProMES by Pritchard (1990) 
 
Source: Adopted from Mahidhar, (2005:78)  
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According to Pritchard et al (2002), ProMES is based on the theory of work behaviour. 
Motivation in this theory is seen as a resource allocation process where the resource is 
a person’s time and energy, which is allocated across possible actions or tasks. 
Motivational force, according to Coetsee, (2003:23), is defined as the degree to which 
a person believes that changes in the amount of personal resources in the form of time 
and energy (effort), devoted to different acts (tasks) over time, will result in a change in 
anticipated need satisfaction (Pritchard et al., 2002).  
Although ProMES is not as popular as the Balance Score Card and up to 2002, about 
120 ProMES projects had been executed in various types of organisations in nine 
different countries (Pritchard et al, 2002). According to Lardenoije, Raaij and Weele 
(2005), one of the most interesting features of ProMES is the bottom-up approach. 
People are involved in the design of the system which increases the acceptance of the 
system. Another feature of the system is the use of contingencies. By using these 
contingencies, priorities for improvement can be set.  
 
However, these contingencies make the system more difficult to develop and more 
effort has to be put into explaining the system. Another disadvantage of ProMES is that 
the indicators do not necessarily need to balance if the objectives are not balanced. 
 
2.6.5.3 The Balance Score Card Approach (BSC) 
The Balance Score Card (BSC) is a control system, popularised by Kaplan and Norton 
(1992, 1993, 1996a, 1996b, 19996c, 200 and 2001) and originated from Porter’s five 
forces model of strategy as a response to the competitive forces in the industry.  The 
BSC takes into consideration the influence of non-financial factors and offers 
advantages over historically-based performance measures as it incorporates lead 
indicators as well as simple performance measurement system (Kaplan & Norton, 
1992: 71-79).  
The BSC was originally developed for use in the private sector but overtime it has 
been adopted in the public sector. As per Figure 2.4 below, it consists of four 
interlinked perspectives, namely, financial, customer, internal business process and 
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learning and growth (Kaplan & Norton 1992: 71-79). The four building blocks of the 
BSC are discussed below, as follows: 
 
Financial performance means the tangible outcomes of the strategy and should 
include a focus on growth and productivity. It seeks to answer the question: “If we 
succeed, how will we look at our shareholders?” 
 
Customer:  In developing metrics for satisfaction, customers should be analysed in 
terms of kinds of customers and the kinds of processes for which we are providing a 
product or service to those customer groups. 
Recent management philosophy has shown an increasing realisation of the importance 
of customer focus and customer satisfaction in any business. These are leading 
indicators: If customers are dissatisfied, they will eventually find other suppliers that will 
meet their needs.  
Internal business process: Deals with value creation. It seeks to answer the 
question: “To satisfy our customers, at what processes should we excel?”  
Metrics, based on this perspective, allow the managers to know how well their 
business is running, and whether its products and services conform to customer 
requirements (the mission). These metrics have to be carefully designed by those who 
know these processes and the organisation’s unique mission. These should not be 
developed by outside consultants. 
Learning and growth deals with intangible assets.  It seeks to answer the question: 
“To achieve our vision, how should our organisation learn and improve?”  
This perspective includes employee training and corporate cultural attitudes related to 
individual and corporate self-improvement. 
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The BSC approach is based on the principle that a company’s overall strategy is 
translated into financial, customer, process and learning and growth which are then 
monitored, using operational performance measures (Kaplan, R.S, &  Norton, D.P. 
(1996b: 18-25).  
Figure 2.4: The four perspectives of the Balance Score Card  
 
Source: Adopted from Kaplan and Norton (1992:71:79) 
 
2.6.5.3.1 Balance Score Card and strategy maps  
In 1996, Kaplan and Norton provided an additional procedural framework called the strategy 
map, through which the score card can be applied as a system to strengthen the 
management of the firm’s strategy (Mahidhar, 2005:77).  Strategy maps are fundamental to 
the Balanced Score card as a tool of strategic management. These make the difference 
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between an operational view and a strategic perspective. These raise the level of the 
conversation from operational detail to strategy and change. 
 
A strategy map is a pictorial representation of the strategy. It describes the strategy and tells 
the story of the strategy. It describes visually how value is to be created by the organisation 
and what will drive change. Strategy maps are part of the overall Balanced Score card 
management approach.  
It may be argued that strategy maps by (Kaplan and Norton, 2000a) are a natural extension 
to BSC. As much as it also follows the logic of the score card, it goes further by offering a 
visualisation of the four perspectives. It is in this way that it reflects the causal relationships 
between measures and goals on the score card. 
 
Figure 2.6: The strategy map 
 
Source: Adopted from Kaplan and Norton (1996a) 
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A strategy map, as presented in Figure 2.6 above, shows how intangible assets are 
transformed into tangible (often-financial) outcomes. This logical management architecture 
creates a common and understandable point of reference for all employees (Mahidhar 
2005:78). A strategy map is unique to an organisation. It represents their strategy. For this 
reason, these should not be copied, unless it is also intended to also copy that organisation's 
strategy. 
 
A strategy map is about focus and choice. A strategy map for a management team contains 
the few things that that team have to focus on to make the biggest difference. For this reason, 
strategy maps are not operational maps: These do not contain everything. These contain the 
few objectives that are most important and describe the cause and effect relationship. This 
means that the organisation has to ask the right questions about what drives performance, in 
the right order to develop a strategy map.  
A strategy map is about change. If the objectives in the lower perspectives are achieved, this 
should affect improvements in the objectives in the higher perspectives. (See diagram). This 
is the cause and effect relationship working. 
 
2.7 Performance appraisal 
A performance appraisal is the single most important tool in any organisation as it has direct 
influence over individual careers and the work lives of individual employees. When used 
properly, it is the most powerful instrument that organisations can use to mobilise the energy 
of employees towards achieving of strategic goals (Letsoalo, 2007:41).  
A properly developed performance appraisal system assists in retaining, motivating and 
promoting productive people within the organisation.  
 
Performance appraisal tells management and employees what progress they are making 
towards meeting the established goals. A performance appraisal gives the manager an 
opportunity to reinforce the expectations he/she has for the employees and helps 
managers to differentiate between the good and poor performers.  
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2.7.1 Approaches to performance appraisal  
 
According to Furtwengler (2000), there are three approaches for performance appraisals, 
namely, the first favours the evaluator, the second one is a balanced approach, and the 
third is the one in which the employee participates.   
 
Approach one: Favours the evaluator: In this approach, an employee is invited to the 
evaluator’s office where he/she is given a few minutes to read the appraisal and then begins 
a dialogue. The evaluator has all the advantages as he/she has all the time to read through 
the form while the employee has few minutes. This disadvantages the employee, especially 
those who are easily intimidated (Furtwengler, 2000).   
 
Approach two: Balanced approach: Fairness can be built into the appraisal system quite 
easily. Since the appraiser can take as much time as he/she likes, the employee should 
also be given ample time to review the appraisal before bringing it back to the appraiser. 
Many of the negative reactions in performance appraisals can be avoided by simply 
allowing the employee more time to review the appraisal (Furtwengler, 2000).  
 
Approach three: Employee participates: In this approach, an employee can be provided 
with a blank appraisal form to rate and write improvement ideas.  At a mutually agreed 
upon time, the appraiser and the appraisee provide each other with copies of the 
appraisals they have prepared. The advantage in this approach is that, firstly, people tend 
to be more critical of them. Therefore, the appraiser will get the chance of telling the 
employee that he/she is better than he/she thinks he/she is. Secondly, the appraiser has a 
chance of re-evaluating the ratings as this approach opens the door to new information in 
the form of the appraiser’s perspective (Furtwengler, 2000). 
 
2.7.2 The appraisal process  
The performance appraisal process is a process that evaluates employee performance and it 
normally compares quality, quantity, cost, and time (DeCenzo & Robbins, 2005).  It also gives 
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something tangible to the employee regarding their work performance, shows what training 
employees need and determines what the employee’s raise might be. 
There are a number of procedures which help employees know what is expected of them and 
also establishes a standard within their work that everyone will be able to understand and 
follow (Letsoalo, 2007:52).  These encompass: 
 Establishing performance standards; 
 Communicating standards and expectations; 
 Setting up a system that measures actual performance; 
 Comparing an employee with the standards implemented; 
 Discussing results with an employee; and  
 Making a decision on what is to be done or take corrective action. 
 
2.8           Conclusion  
 
Chapter Two reviewed the key elements of performance management and highlighted the 
performance management elements and process. Performance measurement and 
performance appraisal were discussed to give guidance to the entire performance 
management as a system. Three performance management frameworks were discussed : the 
Performance Pyramid (Strategic Measurement and Reporting Technique), Productivity 
Measurement and Enhancement System (ProMES) and Balance Score Card.  
The next chapter describes the research methodology and research instrument used in this 
study. 
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CHAPTER 3: RESEARCH METHODOLOGY AND DESIGN 
3.1  Introduction 
This chapter focuses on the methodology used to conduct this research. It begins by 
presenting the research philosophy. The second part presents the research approach while 
the third part presents primary data collection.  The remaining fourth and fifth parts of the 
chapter present sample selection and research access and ethics respectively.  
Research, as defined by Hussey and Hussey (1997:1), is a process of enquiry used to 
compile knowledge and to develop a deeper understanding of common organisational 
problems and then to utilise this knowledge to resolve these problems. This definition is 
confirmed by Riley, Wood, Clark, Wilkie who concur, stating that research, as study and 
investigation, can be used especially to discover new facts. Vogt (1993:196), as cited by 
Collins and Hussey (2009:111), argue that research design is the combination of a science 
and art of planning procedures for conducting studies so as to get the most valid findings.  
Research methodology, as defined by Collins and Hussey (2009:11), is an overall approach 
for the entire process of the research study and is the foundation of an important activity 
consisting of making choices about the nature and character of the social world. This study 
has used an applied research approach as it will apply its findings to solving a specific 
problem, which currently exists in an organisation (Collins & Hussey, 2009:7).  
  
3.2 The research philosophy   
The research philosophy is dependent on the researcher’s paradigm regarding the 
development of the knowledge (Hussey & Hussey, 1997:12 and Saunders et al, 2000:84). 
Collis and Hussey (2009:61) argue that the particular paradigm adopted for research is 
determined by assumptions, but will be influenced by the dominant paradigm in research 
areas and the nature of the research problem one is investigating. There are two 
mainstream philosophical views, as indicated by Collins & Hussey, (2009:56-57), 
namely:  
 
34 
3.2.1 Positivity paradigm  
Otherwise referred to as quantitative research, this philosophy is used to objectively 
collect, collate and analyse data from measurable, quantifiable variables using statistical 
analysis to test a specific hypothesis (Leedy & Ormrod, 2001:101). Positivism provided the 
framework for the way research was conducted in the natural sciences and scientific 
methods are still widely used in social science research (Collis and Hussey, 2009:56). 
Positivism is underpinned by the belief that reality is independent of us and the goal is the 
discovery of theories based on empirical research. The fact that the researcher is 
independent of the research subject is further conformed by Remenyi et al (1998) cited in 
Saunders et al (2000:85). 
  
This research study has utilised the quantitative approach to test the theoretical framework 
outlined in Chapter Two. The construction of the research instrument was effectively used to 
capture individuals’ perceptions and thoughts through closed and open-ended questions. 
3.3 The research approach  
In this study, an inductive approach was followed, where a conceptual structure was 
developed and then tested by empirical observations. Thus, particular instances are deduced 
from general inferences (Collis & Hussey, 2009:8). In this case the theories surrounding the 
performance management system (Balance Score Card) were tested with the identified state 
development agencies.  
 
3.3.1 The survey method 
Survey methodology is designed to collect primary and secondary data from a sample, with a 
view of analysing these statistically and generalising the results to a population (Collis & 
Hussey, 2009: 76). According to Saunders et al (2000:94), surveys allow for effective and 
economical data collection of a large sample through use of questionnaire. A descriptive 
survey is commonly associated with business research in the form of attitude surveys, and 
an analytical survey is used to establish a relationship between the variables measured 
(Collis & Hussey 2009:77). This study has, therefore, employed both descriptive and 
analytical survey approaches. 
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3.3.2 Data collection methods   
There is a wide range of data collecting methods available to researchers in the social 
science and deciding which one to use depends on the particular methodology that has been 
selected, that is objectivist or constructivist, quantitative or qualitative or mixture of both 
(Birley & Moreland, 1998:40). According to Leedy et al (2001:98), the observations arising 
from the research question should be measured with an instrument that will provide 
maximum value to solve the problem under investigation.  In a quantitative approach, there 
are two main data collection methods which are self-completion questionnaires and 
structured interviews (Collis & Hussey, 2009:191). 
 
The researcher has chosen questionnaires as a method of data collection. The 
questionnaires were distributed to management staff of the selected institutions for 
completion. The data was collected from 60 questionnaires of which 43 were administered 
both face –to-face and telephonically.    
 
3.4 Primary data collection using the questionnaire   
The research instrument that was used in this study was a survey questionnaire.  The use of 
questionnaires is best served when conducting descriptive and analytical research (Saunders 
et al (2000:79). The use of the questionnaires in this study was advantageous in that it was 
cost effective, less time consuming to administer and easily incorporated a large sample 
(Leedy & Ormrod, 2001:197).  It also afforded the respondents a certain degree of anonymity 
and assisted in eliciting responses that were more truthful.  
 
3.4.1 Type and choice of questionnaires 
According to Sanders et al (2000:280), the type of questionnaire is solely dependent on the 
amount of contact a researcher has with the sample. There are two methods of completion of 
questionnaires, namely, self–administered questionnaires and interviewer questionnaires 
(Saunders et al, 2000:280).  
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Due to the fact that this study was conducted with management professionals with limited 
time, a self-administered questionnaire was individually distributed to ensure maximum 
response. 
3.4.2 Design of questionnaire    
According to Bourque Clarke (1994), as cited by Saunders et al (2000:290), when designing a 
questionnaire, one can adopt questions used by other questionnaires and develop new 
questions. This study has utilised a combination of the two approaches as is apparent in 
Appendix A. 
 
3.4.2.1 The use of open-ended and closed questions  
The questionnaire consisted of both open-ended and closed questions. Closed questions 
require the respondent to choose from a pre-determined range of alternative answers. It also 
uses a rating scale, where a scaling device is used to record responses (Saunders et al, 
2000:291; Collis & Hussey, 2009:200). Open-ended questions allow the respondent to 
answer independently and it invites an honest, personal comment from the respondent, in 
addition to ticking numbers and boxes (Cohen et al, 2002:174).   
 
For the purpose of this study, it was imperative to capture the respondent’s perceptions and 
thoughts through open-ended questions at the end of the questionnaire, as advocated by 
Sekaran (2000:247).  
 
3.4.2.2 The rating scale  
The five-point Likert scale was used in the closed questions. The respondent is questioned on 
a scale as to the extent of their agreement or disagreement with the statement (Saunders et 
al, 2000:295). The ratings are as follows:  (1) = strongly disagree, (2) = disagree, (3) = 
neutral, (4) = agree and (5) = strongly agree.  
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The questionnaire, as attached in Appendix A, consists of seven sections.  
 
Section One of the questionnaire consisted of demographic information concerning the 
respondent. This was designed to serve a dual purpose; Firstly, it ensured that unthreatening 
factual questions are encountered initially (Cohen et al, 2002: 257). This funnel approach 
ensures that the respondent is led from easy-to-answer questions to those which are more 
challenging. The second purpose is to place demographic information at the beginning of the 
questionnaire to elicit a psychological connection between the respondent and the 
questionnaire. The questionnaire (Appendix A) was adopted from Chearskul 2010:314-325. 
 
Section Two consisted of questions that dealt with the basic understanding of the 
performance management system. The sections sought to check the respondent’s 
understanding of the basic principles of performance management.  
 
Section Three consisted of questions that dealt with the design and structure of performance 
score card”. The closed questions have been adapted to suit the five-point Likert scale. The 
selection of the phrases aligned to reflect the design and the structure of the performance 
score card. 
 
Section Four consisted of questions that dealt with the organisation’s performance review 
process. The questions were adapted to suit the five-point Likert scale and to facilitate 
effective coding and decoding of the results by selecting a phrase from each of the 20 
category questions. The selection of the phrases was aligned to reflect and test the 
performance review process in the organisations. 
 
Section Five consisted of questions that deal with perception of employees. The questions 
were adapted to suit the five-point Likert scale. The selection of the phrases was aligned to 
reflect the impact of performance measurement on employees in each organisation.   
 
Section Six consisted of questions that deal with the organisational performance versus the 
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individual’s performance. The questions were adapted to suit the five-point Likert scale. The 
selection of the phrases was aligned to reflect the perception of employees about their 
organisation in comparison to other organisations doing the same kind of work.  
 
3.4.2.3 The pilot test  
The purpose of a pilot test, according to Saunders et al (2000:305), is to administer the 
questionnaire to a small number of people who possess similar characteristics to the target 
group to ensure common understanding so that no problems are encountered in answering 
the questions or in recording the information. De Vos et al (2002:210) refer to a pilot test as a 
dress rehearsal of the main study.  A pilot study also allows an assessment of the validity and 
reliability of the questionnaire (Lewis et al, 2000:304). It can verify the amount of time needed 
to complete the questionnaire, the clarity of instructions and questions, whether respondents 
felt uneasy about answering certain questions, whether major topics were omitted and 
whether layout was clear and attractive.  Nine people, who were closely representative of the 
sample, were used for the pilot study. .  
 
3.4.2.4 Reliability of the research instrument  
The study used Crohnbach’s alpha with the assistance of a senior statistician at the NMMU. 
According to Sekaran (200:308), Crohnbach’s alpha measures how well the items measuring 
a concept align with one another. The closer this coefficient of reliability is to 1.0, the higher 
the measure of internal consistency. 
 
Table 3.1: Crohnbach’s alpha results  
ITEM ITEM-TOTAL 
CORRELATION 
ALPHA (WITH 
ITEM OMITTED) 
Design and structure of performance score card 0.57 0.85 
Performance review process 0.63 0.90 
Perception of employees 0.76 0.93 
Organisational performance 0.66 0.89 
   
Cronbach’s Alpha = 0.89 
Source: Survey data (2011) 
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Half of the items under review have excellent (α ≥ .9) levels of internal consistency with 
internal consistency coefficient of 0.90 and 0.93 respectively. However, the other half had 
good (9 > α ≥ .8) levels of internal consistency with internal consistency coefficient of 0.85 
and 0.89 respectively. The overall internal coefficient is 0.89 which confirms that 
questionnaire is a reliable instrument for the study.  
 
3.5 Sample selection  
The sample in a research study is a subset of a population (Collis & Hussey, 2009:62). 
Sekaran (2000:266) explains that in a research study, the population consists of the 
“complete group of people, events or things of interest that the researcher wishes to 
investigate”. The population in this study consisted of employees of AsgiSA Eastern Cape, 
the Amatole Economic Development Agency (Aspire), the East London Industrial 
Development Zone, the Eastern Cape Rural Finance Corporation (Uvimba) and the Eastern 
Cape Development Corporation (ECDC). Because of the size of the population, it was not 
practical to survey the entire population. Therefore, a representative sample of 
management staff was chosen. The management personnel of these different 
institutions were given self-administered questionnaires and represented the entire 
population. 
 
3.5.1 The sampling technique  
According to Sekaran (2000:271), there are two types of sampling techniques available to 
researchers, namely, probability and non-probability sampling.  
 Probability sampling where the element has a known chance of being selected from 
the population; and 
  Non-probability sampling where the elements have an unknown chance of being 
selected from the population. 
 
In order to answer the research question and sub-problem pertinent to this study, a probability 
sample was used. The sampling technique used was a stratified sample which involves 
dividing the population group into homogeneous groups, each group containing subjects with 
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similar characteristics (Cohen et al, 2002:101). The population was divided by occupation 
level and focused only on the management teams ranging from middle management to 
executive management. 
 
3.6 Research access and ethics 
Research access and ethics are important considerations when conducting research. Before 
deciding on the research topic, the researcher should be sure that he/she will be able to get 
data (Collis & Hussey, 2009:114) Failure to correctly anticipate these issues can be 
problematic when conducting the research. 
3.6.1 Research access 
The first stage of access for conducting this study was gaining official permission to 
undertake the research in the target institutions (Cohen et al, 2002:53).Appendix 3.1 is 
attached and serves this purpose.  
The formal request, as per Appendix A, was insufficient to gain access. Informal acceptance 
from potential participants, known as continuing access, is very critical (Saunders et al, 
(2000:114). To facilitate access, the researcher used different strategies as advocated by 
Saunders et al (2000:118) and Collis and Hussey (2009:44). This included: 
 Allowing sufficient time to gain physical access; 
 Use of existing contacts within the organisation as the researcher knew some of 
the management staff of these organisations as they operated in the same 
development space and met regularly in different provincial platforms; 
 Clarifying methods for overcoming organisational concerns regarding access; and 
 Identifying the possible organisational benefits which will result from the granting 
of access for the research to be conducted. 
 
3.6.2 Research ethics  
Research ethics refers to the code of conduct, which requires pursuit of organisational 
interest rather than self-interest. According to Saunders et al (2000:132), there are a number 
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of ethical issues that may influence this research. These are as follows:  
 Maintaining the privacy and anonymity of individuals involved in the research process;  
 Ensuring that participation is voluntary and the right of the sample to withdraw from the 
research process; 
 Maintaining an openness with respect to the consent and possibility of misleading the 
participant;  
 Protection of confidentiality of data provided;  
 Participation reaction to the data collection methodology; and   
 Participant’s reaction to the use, analysis and presentation of data provided. 
 
According to Collis and Hussey (2009: 45-46), Leedy and Ormond (2001: 107) and Saunders 
et al, (2000:140), these issues can be classified into three categories:  
 
3.6.2.1 Protection from harm  
This implies that respondents should not be subjected to any form of physical or mental harm.  
Saunders et al (2000:140) refers this to the stress or embarrassment that could arise from 
reporting data that can be linked to an individual respondent.  
 
3.6.2.2 Informed consent/Voluntary participation  
This refers to the participation of the respondent in the research being undertaken, where the 
respondent consent is freely given and this consent is based on full disclosure about 
participation rights and the use of the research data (Leedy & Ormrod, 2001: 107). Full 
information implies that consent is fully informed, though in practice, it is often impossible for 
researchers to inform the subjects on everything.  
 
3.6.2.3 Anonymity and confidentiality  
Offering anonymity and confidentiality is of paramount importance when applying the 
research ethics code and should be granted in writing by the incumbent (Leedy & Ormond, 
2001: 108). This can be achieved through the use of assigned codes for any written 
paperwork, rather than the use of participant’s name. According to Collis and Hussey 
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(2009:45), giving assurance of anonymity to participants assures them that they will not be 
associated with any of the opinions they express. 
 
In this instance, issues of informed consent anonymity were addressed on the first page of 
the interview guide schedule. These were reflected in the interview guide schedule to ensure 
consistency when conducting the interviews. Had the researcher not covered these ethical 
issues in the interview guide schedule, it would have been difficult for the researcher to 
maintain consistency and avoid unprofessionalism.  
 
3.7 Conclusion  
Chapter 3 outlined the basic research methodologies that were undertaken and the research 
design pertinent to the survey method. The design of the research instrument, the 
questionnaire, was discussed including the testing for reliability and validity. The size and 
selection of the sample was justified. Data collection methods and strategies for research 
access were outlined. The importance of the research ethics was highlighted.  
 
The next chapter presents the empirical findings. 
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CHAPTER FOUR: PRESENTATION OF EMPIRICAL FINDINGS 
 
4.1 Introduction  
The aim of this chapter is to present empirical findings. The chapter begins by presenting the 
findings of the demographic information. This is followed by a presentation of the findings on 
the understanding of performance management system. The third, fourth, fifth and sixth parts 
of the chapter present the findings on the design and structure of performance scorecard, the 
performance review process, the perception of employees and the overall performance of the 
organisation, respectively. The last part of the chapter presents the interpretation and 
implication of findings. 
4.2 Demographic Information  
The demographic information presented in the following graphs is presented in aggregates, 
meaning it is the generalisation of responses from all the institutions under review.  The 
names of the institutions from which the data was collected are not mentioned in this report in 
order to maintain confidentiality.  
Table 4.1: Gender 
Gender Count   % 
Male 23 53.49 
Female 20 46.51 
Total  43 100 
Source: Survey data (2011) 
 
More than half (53.49%) of the respondents were males, followed by females at (46.51%)  It 
is interesting to note that males are still a dominant feature in higher positions within the 
public sector. 
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Table 4.2: Age  
Age Count   % 
21 – 30 years 7 16.28 
31 – 40 years 18 41.86 
41 – 50 years 14 32.56 
51 – 60 years 2 4.65 
61+ years 2 4.65 
Total  43 100 
Source: Survey data (2011) 
 
The highest percentage (41.86%) of the respondents was between 31 and 40 years of age.  
However, those who were between 41 and 50 years were approximately 32.56 %, followed by 
those who were in the age group of 21 to 30 years (16.28%).Those between 51 to 60 years of 
age made up only 4.65% and those above 61 made up 4.65%. In general, all the respondents 
were in economic active age groups. 
Table 4.3: Race 
Race Count   % 
Black 29 67.44 
Coloured 1 2.33 
Indian 2 4.65 
White 11 25.58 
Total  43 100 
Source: Survey data (2011) 
 
The highest percentage (67.44%) of the respondents was black.  However, those who were 
White were approximately 25.58%, followed by those who were Indian (4.65%).Those who 
were coloured made up only 2.33%. Generally, blacks dominate management positions in 
these institutions in line with the demographics of the province.   
45 
Table 4.4: Education level  
Education level Count   % 
Degree/Diploma 11 25.58 
Postgraduate 32 74.42 
Total  43 100 
Source: Survey data (2011) 
 
The highest percentage of respondents (74.42) had a post graduate qualification, followed by 
approximately 25.58% of the respondents which had an undergraduate qualification On the 
whole, most of the respondents were exposed to tertiary education. 
Table 4.5: Employment period  
Employment period  Count   % 
0 – 5 years 36 83.72 
6 – 10 years 7 16.28 
Total  43 100 
Source: Survey data (2011) 
 
The majority (83.72%) of the respondents had been employed for a period ranging from 
between zero and five years, followed by 16.28% that has been in the employed for a period 
ranging from six and 10 years.  
Table 4.6: Employment level  
Level Count   % 
Executive man. 11 25.58 
Senior man. 19 44.19 
Middle man. 13 30.23 
Total  43 100 
Source: Survey data (2011) 
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Approximately 44.19% of the respondents were in senior management positions. However, 
those in middle management accounted for 30.23% of the sample, followed by 25.58% of 
those at executive management level.   
 
4.3 Performance management systems 
The information on performance management system is presented below. 
Table 4.7:  Performance meeting frequency  
Meeting frequency Count  % 
Quarterly 20 47 
Half yearly   23 53 
Total  43 100 
Source: Survey data (2011) 
 
The majority (53%) of the respondents confirmed that the performance review meetings are 
held half-yearly; 47% of respondents indicated that performance review meetings are held 
quarterly.  
Figure 4.1: Performance measures  
 
Source: Survey data (2011) 
100 
88.37 
100 
88.37 
11.63 11.63 
Finance Customer Internal Process Learning  and
Growth
Perfomance measures  
Yes No
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All respondents (100%) agreed that finance and internal process related measures were used 
in their organisations. However, in the case of customer and learning and growth, 88.37% of 
the respondents confirmed these measures were used in their organisations. A minority 
11.63% suggested that these two measures were not used in their institutions.  
Table 4.8: Number of key performance measures (KPMs) in the score card 
Number of KPM in performance score card  Count  % 
Less than 10 KPMs 23 53.49 
10-15 KPMs  20 46.51 
Total  43 100 
Source: Survey data (2011) 
The majority of respondents (53.49%) had less than 10 key performance measures in their 
score card, followed by 46.51% that had between 10 to 15 key performance measures.  
Table 4.9: Changes in performance management system 
Changes in performance management system  Count  % 
Yes 20 46.51 
No 23 53.48  
Total  43 100 
Source: Survey data (2011) 
 
A majority of the respondents (53.48%) indicated that there had been no changes in their 
organisation’s performance management system over the past two years. Another 46.51% of 
the respondents suggested that there had been changes in the performance management 
system of their organisations over the past two years.  
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4.4 Design and structure of the performance scorecard  
The respondents were asked to rate their perceptions on the design and structure of their 
organisations’ performance score card .  A Likert scale of 1 to 5 was used to assess the 
perception of the respondents.  The ratings were as follows: (1) = strongly disagree, (2) = 
disagree, (3) = neutral, (4) = agree and (5) = strongly agree.  
 
Table 4.10: Design and structure of performance score card 
 
Design and structure of performance score card 
N Mean 
1 Our management team agrees on how to measure strategic success.  43 3.91 
2 The performance measures we track are aligned with our organisational 
strategy.  
43 4.12 
3 The measures we track reflect a good balance between financial and non-
financial performance. 
43 3.98 
4 Specific targets are set for each of our key performance measures. 43 4.33 
5 Sub-units and employees feel ownership of the measures under their 
responsibility areas. 
43 3.05 
6 The measures we track are cascaded down to team and individual levels. 43 3.47 
7 Our performance measures are linked to a reward and recognition system. 43 3.70 
8 Our performance measures are supported by an easy-to-use technology 
based system. 
43 3.02 
9 We continuously evaluate and improve our performance measures and 
management system. 
43 3.16 
Source: Survey data (2011) 
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A mean score below 3 indicates that the respondents disagreed with statement indicated. 
However, any mean score above 3 indicates that the respondents agreed with the statements 
as indicated in Table 4.10.  Challenges with a mean score that is less or equal to 3 are 
discussed in the following section:  
 Sub-units and employees feel ownership of the measures under their 
responsibility areas: Most of the respondents were indifferent about the ownership of 
the measures by sub-units and employees (mean score=3.05). This is because in most 
organisations communication and involvement of all employees in developing 
measures is always lacking, resulting in management imposing measures on sub-units 
and employees by management. 
 Our performance measures are supported by an easy-to-use technology based 
system: Most of the respondents were indifferent about measures being supported by 
an easy-to-use technology based system (mean score=3.02). This is due to the fact 
that most institutions do not take full advantage of the available technology which 
supports the implementation of their day-to-day activities. It is far easier for an 
appraiser to access an electronic form on company’s intranet than to labour with pencil 
and paper 
 We continuously evaluate and improve our performance measures and 
management system: Most of the respondents were indifferent about the continuous 
evaluation of performance measures and management systems (mean score=3.16). 
This is because most institutions take performance evaluation as a one-time event 
when the time arrives to pay bonuses.  
 
4.5 Performance review process  
The respondents were asked to rate their perceptions about the organisational performance 
review process.  A Likert scale of 1 to 5 was used to assess the perception of the 
respondents. The ratings were as follows:  (1) = strongly disagree, (2) = disagree, (3) = 
neutral, (4) = agree and (5) = strongly agree. Challenges with a mean score that is less or 
equal to 3 are discussed in the following section:  
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Table 4.11: Performance review process  
 Performance review process N Mean 
1 We identify and document lessons learnt from our review process. 43 3.02 
2 Performance information we share with stakeholders is organised in a simple and 
meaningful way. 
43 3.28 
3 We compare our current performance levels to expectations such as goals or 
targets. 
43 3.93 
4 The performance review process enables us to focus our attention on the most 
critical areas. 
43 3.72 
5 Methods and tools used to collect performance data are effective. 43 3.33 
6 The performance data collected are reliable and valid. 43 3.47 
7 Procedures for collecting performance data are well defined. 43 3.42 
8 Based on a performance review, we decide how resources should be allocated to 
support implementation of improvement actions. 
43 3.47 
9 Performance measures are collected on a timely basis. 43 3.26 
10 We compare our current performance levels to historical performance to identify 
trends over time. 
43 3.63 
11 The performance information we review enables us to anticipate the future 
direction of the organisation. 
43 3.72 
12 We use visual representations such as strategy map to portray proposed causal 
relationships. 
43 2.86 
13 Improvement plans are clear we define clear action plans with tasks priorities. 43 3.70 
14 Decisions we made are put into action. 43 3.65 
Source: Survey data (2011) 
 
51 
Mean scores less or equal to 3 indicate that the respondents disagreed with statement 
indicated. However, any mean score above 3 indicates that the respondents agreed with the 
statements, as indicated in Table 4.11.  Poor mean scores (scores less or equal to 3) are 
discussed in the following section: 
 
 We identify and document lessons learnt from our review process: Most of the 
respondents are indifferent that lessons learnt from performance review process are 
documented (mean score=3.02). This is because most institutions take performance 
evaluation as a one-time event when the time arrives to pay bonuses and there is no 
focus on using current lessons to guide future interventions.  
 Performance information we share with stakeholders is organised in a simple 
and meaningful way: Most of the respondents are indifferent that performance 
information shared with stakeholders is organised in a simple and meaningful way 
(mean score=3.28). This is because organisations present performance information on 
their internal understanding, forgetting that the all stakeholders need to be to 
understand performance information.  
 Methods and tools used to collect performance data are effective: Most of the 
respondents are indifferent that the methods and tools used to collect performance 
data are effective (mean score=3.33). This is because the performance management 
system is used as a one-time event. Hence institutions do not invest in developing 
effective methods and tools such as intranet-based electronic forms that collect 
performance data. 
 Procedures for collecting performance data are well-defined: Most of the 
respondents are indifferent to the view that procedures for collecting performance data 
are well-defined (mean score=3.42). This is a result of the absence of easy-to-use 
tools. 
 Performance measures are collected on a timely basis: Most of the respondents 
are indifferent that performance measures are collected on a timely basis (mean 
score=3.26). This is because performance management is not fully utilised to drive 
organisational strategy.  
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 We use visual representations such as strategy maps to portray proposed 
causal relationships:  Most of the respondents disagreed with the fact that visual 
presentations such as strategy maps are used to portray causal relationships (mean 
score=2.86). This is because the Balance Score Card approach, as a performance 
measurement system, is not fully implemented in all organisations to drive 
organisational strategy.  
 
4.6 Perception of employees 
The respondents were asked to rate their perceptions about the impact of performance 
measurement system on employees within the organisation.  A Likert scale of 1 to 5 was 
used to assess the perception of the respondents. The ratings were as follows:  (1) = strongly 
disagree, (2) = disagree, (3) = neutral, (4) = agree and (5) = strongly agree.  
 
Table: 4.12: Perception of employees 
 Perception of employees N Mean 
1 There is a well-expressed concept of who are we and where are we 
going as an organisation. 43 3.95 
2 There is total agreement on our organisational vision across all levels, 
functional and divisions.  43 3.63 
3 All employees are committed to the goals of the organisation.  43 3.47 
4 Employees have a good sense of the interconnectedness of all parts of 
the organisation.  43 3.42 
5 Employees understand where all activities fit within the organisation.  43 3.63 
6 Employees criticise each other’s work in order to improve performance.  43 3.30 
7 Employees freely challenge the assumptions underlying each other’s 
ideas and perspective. 
43 3.56 
8 Employees utilise different opinions for the sake of obtaining optimal 
outcomes.  
43 3.33 
Source: Survey data (2011) 
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Mean scores less or equal to 3 indicate that the respondents disagreed with the indicated 
statement. However, any mean score above 3 indicates that the respondents agreed with the 
statements as indicated in Table 4.12.  Mean scores that are less or equal to 3 are discussed 
in the following section. 
 All employees are committed to the goals of the organisation: Most of the 
respondents are indifferent to the statement that all employees are committed to the 
goals of the organisation (mean score=3.47). This is because organisations’ current 
practices did not include employees in the development of company goals, making it 
difficult for employees to be committed to something they are not involved in 
developing. 
  
 Employees have a good sense of the interconnectedness of all parts of the 
organisation: Most of the respondents are indifferent that employees understand the 
interconnectedness of all parts of the organisation (mean score=3.42). This is because 
some organisations do not use strategy maps that are able to visually portray the 
causal relationships between all parts of the organisation.  
 
 Employees criticise each other’s work in order to improve performance: Most of 
the respondents are indifferent to the statement that employees are able to criticise 
each other in order to improve performance (mean score=3.30).  
 
 Employees utilise different opinions for the sake of obtaining optimal outcomes: 
Most of the respondents are indifferent to the statement that employees are able to 
utilise different opinions in order to obtain optimal results (mean score=3.33).  
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4.7 Overall organisational performance  
The respondents were asked to rate their perceptions about the performance of their 
organisations over the past financial year in comparison with that of other organisations doing 
similar work.  A Likert scale of 1 to 5 was used to assess the perception of the respondents. 
The ratings were as follows:  (1) = strongly disagree, (2) = disagree, (3) = neutral, (4) = agree 
and (5) = strongly agree.  
Table 4.13: Overall organisational performance  
 Organisational performance N Mean 
1 Success rate in launching new products services or programmes  43 3.70 
2 Customer satisfaction  43 3.63 
3 Adaptation to the changing conditions of the environment   43 3.47 
4 Employee satisfaction 43 3.35 
5 Cost performance  43 3.33 
6 Business growth  43 3.47 
7 Reputation in its sector  43 3.84 
8 Overall financial performance  43 3.79 
Source: Survey data (2011) 
 
Mean scores, less or equal to 3 indicate that the respondents disagreed with statement 
indicated. However, any mean score above 3 indicates that the respondents agreed with the 
statements, as indicated in Table 4.13.  Challenges with mean scores that are less or equal to 
3 are discussed in the following section: 
 Employee satisfaction: Most of the respondents are indifferent to the statement that 
there is overall employee satisfaction in the institutions (mean score=3.30). One of the 
reasons, amongst many, may be as a result of institutions not implementing a proper 
performance management and measurement system that ensures that employees are 
always in agreement with the outcome of the performance review process and the 
rewards attached to these outcomes.  
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 Cost performance Most of the respondents are indifferent to the statement that the 
organisation are cost effective (mean score=3.30).  
 
 Adapting to changing conditions of the environment: Most of the respondents are 
indifferent to the statement which relates to the organisation’s ability to adapt to 
changing conditions in the environment. Since these organisations are operating in a 
political environment, they need to have proper measures to ensure that changes in 
executive authorities (MECs) do not impact on the way they conduct business.  
 
4.8 Open-ended questions  
The majority of the respondents agreed that performance management is a method of 
management designed to ensure that organisations and all its components are working 
together to optimise the organisational goals. This response is unsurprising as all the 
participants are in management positions. The question that emanates from this response is 
whether junior employees in the organisations are of the same understanding as their 
managers on these issues.  
When this question is asked from some human resource professionals, the following are the 
common responses: 
 Performance management helps to improve the performance of the company by 
monitoring and evaluating the performance of individual employees. 
 Performance management helps the employees and the company to perform better. 
 Performance Management helps employees to develop their competencies and skills. 
The majority of the respondents choose the Balance Score Card as a performance 
management tool that they would use to manage their organisation’s performances. This is 
because the Balance Score Card is a widely-used tool and a public sector performance 
management system such as the Performance Management Development System (PMDS) 
has an element of Balance Score Card.  
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The majority of respondents supported the statement but emphasised that this only happens 
when the whole process is not managed properly. If there are no clear measures to be 
evaluated and the performance review process is not seen as fair and transparent, the 
process will not be objective.  
 
4.9 Interpretation and implication of the findings  
The section intends to present context for the survey results which focus on the use of a 
performance management system to improve the productivity of Eastern Cape development 
agencies.  
4.9.1 Demographic Information  
The results of the survey, relating to age, experience and the level of qualifications, 
indicated that the management teams in these institutions were within the economically 
active population, that is, the majority were between the ages of 31 and40years. The 
majority of the respondents were educated and hold academic qualifications up until the 
level of a master’s degree.  Furthermore, they had been employed with these institutions 
for a period ranging from zero and five years.  
The implication is that these officials can be easily capacitated in all aspects of 
performance management, especially the Balance Score Card. This will improve their 
approach to performance management where they would be able to use performance 
management system as a tool to drive their organisation’s strategy and improve 
productivity. 
4.9.2 Performance management systems 
The results indicated that all respondents were fully aware of the performance 
management system as the majority agreed that they conduct performance review 
meetings, either half-yearly or quarterly.  
The results of the survey showed that the finance and internal process performance 
measures were being measured in all the institutions under review. However, not all 
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agreed that the customer and learning and growth measures were taken into 
consideration. Whereas the majority confirmed that there were less than ten key 
performance measures in their score card, it was also revealed that less were reviewed. 
The majority of respondents suggested that there had not been major changes in the 
performance management system over the past two years.  
 
This is in line with the Balance Score Card approach that was developed by Kaplan and 
Norton in the nineties. The responses clearly indicated that government institutions had 
taken an initiative to adopt the Balance Score Card and this was in various stages of 
development.  
 
The area of concern was that there had been no major changes in the performance 
management system over the past two years.  According to literature, a scorecard is not 
a one-time event and is a continuous management process. In addition, learning by doing 
is a powerful paradigm. In order to achieve success the objectives, measures and data 
collection should be modified over time, based on organisational learning. 
 
4.9.3 Design and structure of performance scorecard  
The Balance Score Card approach is based on the principle that a company’s overall 
strategy is translated into financial, customer, process and learning and growth 
outcomes, which are then monitored using operational performance measures. The study 
revealed there is a strong link between organisational strategy and the performance 
management system. Challenges faced included ownership of measures by sub-units 
and employees, the availability of easy-to-use technology to support the performance 
management system and continuous evaluation of the performance measures and 
management system.  
 
The implication of this was that there was poor performance, breakdown in 
communication between management and junior employees and employees had doubts 
about the objectivity of performance review processes. 
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4.9.4 Performance review/Appraisal process  
A performance review/appraisal is the single most important tool in any organisation as it 
has direct influence over individual careers and work lives of individual employees. When 
used properly, it is the most powerful instrument that organisations can use to mobilise 
the energy of employees towards achieving of strategic goals (Letsoalo, 2007:41). In 
1996, Kaplan and Norton provided strategy maps as an additional procedural framework 
through which the scorecard could be applied as system to strengthen the management 
of the firm’s strategy (Mahidhar 2005:77). 
The study revealed that there was agreement in the use of performance review process 
to influence future interventions and direct the strategic course of the organisation. What 
appeared to be a serious problem was the availability of effective methods to collect 
information, and the use of strategy maps in presenting the casual relationships between 
the four perspectives.  
 
The implication of this problem was the unavailability of credible performance information 
which resulted in the performance review process losing credibility. The absence of 
strategy maps results in departments, sub-units, teams and individual working in silos. 
 
4.9.5 Perception of employees 
People find it difficult to identify with the organisation if its sole purpose is constant 
improvement in productivity. Employees want to know how they will benefit when the set 
goals and targets are achieved. This may be clarified in terms of the psychological 
contract which is an unwritten give-and-take relationship between the organisation and 
individual employees about what each expects to give and receive because of the 
relationship (Coetsee, 2003: 35). The importance of a vision (shared goals and values) to 
aligned commitment can be summarised as follows - it creates a common focus, 
interdependence, security and trust, feeling and belonging and lastly, shared roles and 
responsibilities (Coetsee, 2003:36). 
59 
Most respondents agreed there were clear organisational visions and missions and there 
was agreement of the organisations’ visions at all levels.  The challenge was the 
commitment of employees to the goals of the organisation, the understanding of 
interconnectedness of all parts of the organisation and the freedom of employees to 
criticise each others’ work in order to improve performance.  
The result of poor commitment from employees is zero commitment and ownership. This 
can be improved by showing interest in employees’ views, giving them the required 
encouragement and acknowledging performance. The creation of a climate that 
motivates results and a willingness of individuals and teams to exert high levels of effort 
in order to attain organisational goals, conditioned by the effort capability to satisfy 
individual and team needs (Coetsee, 2003:17).  
4.9.6 Overall organisational performance 
All respondents were satisfied with how their organisations perform in as far as the 
launching of new products and services, overall financial performance, reputation in the 
sector and satisfaction of their customers. There was disagreement on the issue of 
employee satisfaction. 
Job satisfaction is a positive or negative attitude that individuals have about their jobs. It 
is a result of the perception about their jobs and related matters (for example, supervisory 
style, support, challenge, pay and benefits) and the degree of fit between the individual 
and the organisation (Coetsee, 2003:45). 
The implications of job dissatisfaction include, amongst others, increased stress levels, 
higher labour turnover and a decrease in the identification and commitment with 
organisation. 
 
4.10 Conclusion 
Chapter Four presented and analysed the empirical results. Issues that were discussed at 
length included the demographic information that revealed that the majority of management 
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personnel were at an economically active age and well-educated. The results clearly 
indicated that all respondents were fully aware of the performance management system and 
all the organisations had a performance management system that included some principles of 
the Balance Score Card. The results also assisted in identifying areas of emphasis in order to 
have a fully functional performance management system in state development agencies.  
Chapter Five summarised the main findings, and presented recommendations and a 
conclusion. 
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CHAPTER FIVE: DISCUSSION OF FINDINGS 
 
1.1 Introduction  
This chapter presents a summary of the main findings, recommendations and a conclusion. 
The chapter begins by presenting an overview of the main findings. This followed by 
recommendations. The last part of the study is a conclusion which includes the limitations of 
the study and recommendations for further research (?).  
 
1.2 Summary of the main findings  
Chapter One 
Chapter One provided a background to the study by defining the problem and the rationale for 
investigating performance management in state development agencies with particular 
reference to the Eastern Cape’s provincial and municipal entities. A definition of key concepts 
and a brief background of the institutions from which respondents were drawn were also 
given.   
Chapter Two: Literature review on performance management  
Chapter Two focused on the literature review on performance management and the Balance 
Score Card as a performance management system. The chapter set the tone by exploring 
literature on performance management. It provided a better understanding of performance 
management, the performance management system, performance measurement frameworks 
and the performance appraisal.  The Balance Score Card was singled out from other 
performance measurement frameworks like the Performance Pyramid and Productivity 
Measurement and Enhancement System (ProMES) since the Balanced Score Card approach 
included strategy maps and was used in the public sector.  Performance appraisals were also 
discussed at length and their importance in the performance management system was 
highlighted. 
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Chapter Three: Research methodology and design 
Chapter Three dealt with the research methodologies that were undertaken and the research 
design, pertinent to the survey method. The design of the research instrument and 
questionnaire were discussed. It also included the testing for reliability and validity. The size 
and selection of the sample were justified. Data collection methods and strategies for 
research access were outlined. The research adopted a quantitative paradigm, using the 
questionnaire as the data collection tool. The target respondents for this study were the 
management teams of the following government agencies: AsgiSA Eastern Cape, the 
Amathole Economic Development Agency (Aspire), the East London IDZ, and the Eastern 
Cape Rural Finance Corporation (ECRFC). The respondents included executive 
management, senior management and middle managers from different business units. The 
goal was to assess if performance management was a tool that influenced the day-to-day 
activities of employees in the institutions. 
 
Chapter Four:  Empirical results  
Chapter Four dealt with the analysis of data that was collected and the empirical findings. The 
results revealed that there were serious shortcomings in the implementation of performance 
management system in most of the institutions. It was evident that not all institutions 
measured the four perspectives (that is, finance, customer, internal process and learning and 
growth), as advocated by Kaplan and Norton’s Balance Score Card approach. In the design 
and structure of the score card, the link between organisational strategy and performance 
management system was demonstrated.  This highlighted the challenge of ownership of 
performance measures by sub-units and employees and the availability of easy-to-use 
technology to support the performance management system and continuous evaluation of 
performance measures and the management system.  
The major problem identified was the availability of effective methods to collect information 
and the use of strategy maps in presenting the casual relationships between the four 
perspectives.  
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In terms of the impact of performance management on employees, the study revealed that 
there were clear organisational visions and missions for the respective organisations.  The 
study highlighted the serious challenge of commitment of employees to the goals of the 
organisation, a good sense of interconnectedness of all parts of the organisation and the 
freedom of employees to criticise each others’ work in order to improve performance. There 
was also laa ck of security and trust as the majority of employees did not utilise different 
opinions for obtaining optimal outcomes.  
Lastly, the study revealed that all respondents were satisfied with their organisations’ 
performances as far as overall financial performance, reputation in the sector and satisfaction 
of customers but showed personnel dissatisfaction. 
 
1.3 Recommendations 
It is recommended that all institutions review their performance management systems to 
ensure that the performance management practises assist the organisation in being effective 
service delivery arms of government.  The following key recommendations should be 
adopted: 
 Development of a framework to institutionalise performance management system as a 
strategic management tool. This should be done through an Integrated Closed Loop 
process, as presented below:  
 Second to beginning of third quarter: Strategic planning that will focus on 
refining the strategic objectives by clarifying the vision, mission and updating the 
objectives. The second area of focus will be designing and/or updating the 
score card and strategy maps.  
 Third quarter to beginning of fourth quarter:  Organisational realignment 
that will focus on updating the corporate role, and the alignment of the corporate 
and strategic business units and the Board of Directors. Financial resource 
alignment will focus on budgets and initiatives. 
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 Fourth quarter:  Human resources alignment that will focus on the 
development of personal goals, incentives and personnel development.  
Management control and learning should be an all year round activity that includes 
strategic communication, strategic reviews, initiative management and knowledge 
sharing. 
 Institutions should take advantage of technology and adopt easy–to-use computer-
based programmes to collect performance data. These systems may be linked to the 
company’s intranet and allow all employees to update performance information in an 
effective and efficient manner.  
 
 Organisations should focus on their reward and recognition processes. The reward 
and recognition should be linked directly to performance and not status, job grade or 
seniority. Reward and recognition should be given as soon as possible after 
outstanding performance. In doing so, institutions should move away from secrecy in 
relation to performance evaluation results and remuneration and move in the direction 
of more openness (transparency). 
 
  In order to successfully implement the above recommendations, every institution 
should make strategic management a core competency. This  new management 
discipline has been adopted by the local government sphere and should consider 
Consequently, the creation of the position of strategic manager at a senior 
management level should be considered. 
 
1.4 Limitation of this study 
A possible limitation of this study is the sensitivity of the respondents to disseminate 
information about their institutions since these institutions operate in a highly political 
environment and performance information may be used for wrong reasons.  
Secondly, the scope of study is limited to the sample size which includes only management 
team of the institutions. The responses are biased and do not include important insights from 
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other levels of the corporate ladder.  It may be concluded that the findings may have been 
different if a broader sample of employees had been selected. 
Thirdly, the understanding of Balance Score Card as a performance management tool was 
average, depending on what performance management system the organisation was using 
and the level of development of the performance management system in each institution.  
1.5 Recommendation for further research  
The research is not fully representative of all employees or management employed in the 
state's development agencies as the study involved a a small select group of institutions . It 
is, thus, expected that the results pertaining performance management system might differ on 
a broader study when undertaken with all employees. Consequently, the following factors will 
need further research:  
 The use of performance management in state development agencies that includes all 
levels of employees. 
 
 Determining the extent to which the principles of Balance Scorecard have been 
integrated in the Performance Management Development System (PMDS). 
 
  Case study research in the use of the performance management system (Balance 
Score Card) by public sector entities in driving organisational strategy, increased 
productivity and improve service delivery. 
 
1.6 Conclusion 
Performance management is a broad field and includes any activity designed for consistent 
achievement of personal and organisational goals. In reality, most day-to-day activities of 
individual employees, teams and business units make a contribution to the performance 
management effort.  
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This study has shown the importance of performance management through a detailed 
literature review.  The results of the empirical findings confirm that there are challenges for 
the performance management system in state development agencies. It has been 
demonstrated in this body of work that in order for the institutions to be effective and efficient 
delivery arms of government, a lot of work needs to be done in order to reengineer the 
implementation of performance management as a day–to-day management tool to drive the 
strategy of the organisations. 
 
67 
LIST OF REFERENCES 
Arksey, H. & Knight, P. 1999. Interviewing for social scientists. London: Sage. 
Bhagwat, R. & Sharma, M.K. 2007. Performance measurement of supply chain management: 
a balanced scorecard approach. Computers and Industrial Engineering, Vol. 53 43–62. 
Birley, G. & Moreland, N. 1998. A Practical Guide to Academic Research. London: Kogan 
Page Ltd.  
Chabane, C. 2010. Statement by Minister Collins Chabane on the Terms of Reference and 
review framework and methodology of the Presidential State Owned Enterprises Review 
Committee; Imbizo Media Centre, Cape Town. 
Chearskul, P. 2010.  An Empirical Investigation of Performance Measurement System Use 
and Organizational Performance, PhD Thesis, Virginia Polytechnic Institute and State 
University, Blacksburg, Virginia. 
 
Coetsee, L.D. 2003. Peak Performance and Productivity: A practical guide for the creation of 
a motivating climate. Potchefstroom: Ons Drukkers. 
Cohen, L., Manion, L. & Morrison, K. 2002. Research methods in Education. (5th Ed.). New 
York:  Routledge. 
Collis, J. & Hussey, R. 2009. Business Research: A practical guide for undergraduate & 
postgraduate students. 3rdedition. Houndmills, Basingstoke: Palgrave Mac Millan. 
Creswell, W. 2003. Research Design: Qualitative, Quantitative and Mixed Methods 
Approaches. Sage. 
Crowther, D. E. A. 1996. Corporate performance operates in three dimensions. Managerial 
Auditing Journal, Vol. 11 No 8 pp 4-13. 
 
68 
Dailey, D.M.1985. An examination of the MBO/Performance standards approach to employee 
evaluation- Attitudes towards performance appraisal in IOWA. Review of Public Personnel 
Administration, 6(1), pp11-29. 
De Bruijn, H. 2001. Managing Performance in the Public Sector. London: Routledge. 
DeCenzo, D.A., & Robbins, S.P. 2005. Fundamentals of Human Resource 
Management. (8th ed.).USA: John Wiley and Sons. 
 
De Waal, A. & Fourman, M.  2000. Managing in the new economy: performance management 
habits to renew organizations for the new millennium. Rotterdam, London: Arthur Anderson.  
 
Dirtina, R., Gilbert, J.P. & Alon, I. 2007. Using the balanced scorecard for value congruence 
in an MBA educational setting. SAM Advanced Management Journal, winter: 4-13. 
 
Dixon, R. 2004. The Management Task. (3rd Ed.). New York: Esevier Butterworth- 
Heinemann.  
Doherty, T.L. & Horne, T.  2002. Managing Public Services – Implementing changes- A 
thoughtful approach to the practice of management. London: Routledge. 
 
Dowling P.J., Welsh, D.E., & Schuler R.S. 1999, International Human Resource 
Management: Managing People in a Multinational Context. (3rd ed.). New York: South 
Western College Publishing.  
Fletcher, C. & Williams, R.  1996. Performance Management, Job Satisfaction and 
organizational Commitment, British Journal of Management, Vol. 7 Issue 2 pp 169-179. 
Fletcher, C. 1997. Appraisal-Routs to improve Performance. London: Institute of Personnel 
and Development.  
Folan, P. & Browne, J. 2005. A review of performance measurement: Towards performance 
management. Computer in Industry, 56(7), pp.663-680.  
 
69 
Furtwengler, D. 2000. 10 Minute Guide to Performance Appraisal. USA: Macmillan. 
 
Gary, S. 2010. Performance Improvements Definition [Online] Available from 
(http://www.cincinnatiassociates.co.uk/performance-improvement-definition) [Accessed on 29 
September 2011]. 
 
Grote D, 2000, Public Sector Organizations: Today’s Innovative Leaders in Performance 
Management, Published in Public Personnel Management Journal, 29, no.1.   
 
Grote, D. 2000. The Performance Appraisal, Questions and Answer Book: A survival guide 
for managers. New York: American Management Association. 
Gutteridge, T.G., Leibowitz, Z.B., & Shore, J.E. 1993. A new look at organizational 
development. Human Resource Planning, 16 (2), 71-84. 
 
Higgins, L. & Hack, B. 2004. Measurement in the 21st Century. APQC White Paper. [Online] 
Available from (http://www.aqqc.org/ ) [Accessed on 30 September 2011]. 
 
Hussey, J. & Hussey, R.  1997. Business research: A practical guide for the undergraduate and 
post graduate students. London: MacMillan Press Ltd. 
  
Ittner, C. D. and D. F. Larcker, 1997. "Quality Strategy, Strategic Control Systems, and 
Organizational Performance," Accounting, Organizations and Society, Vol. 22, No. 3/4, pp. 
293-314. 
 
Johnston, R., Brignall, S. & Fitzgerald, L.  2002 'Good enough' performance measurement: A 
trade-off between activity and action. The Journal of the Operational Research Society, 53, 
256-262. 
Johnston, S. 2005. The pyramids and pitfalls of performance measurement [Online] Available 
from (http://www.acca.co.uk/students/acca/exams/p5/technical_articles/2950514) [Accessed on 
29 September 2011]. 
70 
Kaplan, R.S. & Norton, D. P. 2001a. The strategy focused organization: how balanced 
scorecard thrive in the new business environment. Boston, MA: Harvard Business School 
Press.  
 
Kaplan, R.S., & Norton, D.P. 1992. The Balance Scorecard-Measures That Drive 
Performance. Harvard Business Review, 70(1), pp. 71-79. 
 
Kaplan, R.S., & Norton, D.P. 1996a. The Balance Score Card: translating Strategy into 
Action. Boston, MA: Harvard Business School Press.  
Kaplan, R.S., & Norton, D.P. 1996b, Strategic Learning & the balance scorecard. Strategy & 
Leadership, 24(5), pp. 18-25. 
Kaplan, R.S., & Norton, D.P., 2000a. Having trouble with your strategy? Then Map it. Harvard 
Business Review, 78(5), pp.167-176. 
Kinichi, A. & Kreitner, R. 2008. Organizational Behaviour: Key concepts, skills & best 
practices. (3rd Ed.). New York: McGraw-Hill. 
 
Latham, G.P., Almost, J., Mann, S. & S Moore, C. 2005 New Developments in Performance 
Management. Organisational Dynamics, 34(1), pp.77-87.  
Lawler III, E.E. 2003. Reward Practices and Performance Management System 
Effectiveness. Organisational Dynamic, 32(4), (pp.77-87). 
Leedy, P. & Ormrod, J. 2001. Practical research planning and design. Upper Saddle River: 
Prantice-Hall. 
Letsoalo, M.B.  2007. An evaluation of performance management in the public service. 
Unpublished Master’s Thesis, University of Johannesburg, Johannesburg.  
  
Lohman, C., Fortuin, L. & Wouters, L.M. 2004. Designing a performance measurement 
system: A case study. European Journal of Operational Research, Volume 156, Issue 2, July 
2004, Pages 267-286. 
71 
Luthuli, T.B. 2007, Performance Measurement as a Public Policy Implementation tool in the 
South African Public Service, PhD Thesis, University of Pretoria, Pretoria. 
Lynch, R.L. and Cross, K.F. 1991.  Measure Up - the Essential Guide to Measuring Business 
Performance, Mandarin, London. 
 
Mahidhar, V.  2005, Designing the Lean Enterprise Performance Measurement System, 
Unpublished Master’s Thesis,   Massachusetts Institute of Technology, Cambridge, 
Massachusetts. 
 
Mayston, D. J., 1985. Non-profit performance indicators in the public sector, Financial 
Accountability and Management, Vol. 1, 51–73. 
 
Mouton, J. 2001. How to succeed in your Master’s and Doctoral studies (First Edition). 
Pretoria: Van Schaik Publishers. 
Mouton, S. & Marais, H.C. 1994. Basic concepts in the methodology of the social sciences. 
Pretoria: HSRC. 
 
Msengana-Ndlela, L. 2004. Paper delivered at the Conference on Expenditure Management 
in the Public Sector hosted by the Applied Fiscal research Centre (AFReC) Johannesburg, 24 
August 2004. 
Neely, A. 2005. The evolution of performance measurement research: developments in the 
last decade and a research agenda for the next. International Journal of Operations and 
Production Management, 25(12):1264-1277. 
Neely, A.D., Adams, C. and Kennerley, M. 2005. “The Performance Prism: The Scorecard for 
Measuring and Managing Stakeholder Relationships”, Hungarian Edition, London: Financial 
Times/Prentice Hall. 
Osborne, D & Gabler, T.  1993 Reinventing Government: How the Entrepreneurial Spirit is 
Transforming the Public Sector. New York: Penguin. 
72 
 
Pritchard, R.D. 1995. Productivity measurement and improvement: Organisational case 
studies.New York: Preager, pp.380. 
 
Remenyi, D., Williams, B., Money, A. & Swartz, E. 1998, Doing Research in Business and 
Management. An Introduction to Process and Method, London: Sage. 
 
Riley, M., Wood, R.C., Clark, M.A., Wilkie, E. and Szivas, E. 2000. Researching and Writing 
Dissertations in Business and Management, Thomson Learning. 
Saunders, M., Lewis, P. & Thornhill, A. 2000. Research methods for business students. (2nd 
ed.). London: Pearson Education Ltd. 
Sekaran, U. 2000. Research methods for business: A skills building approach. (3rd ed.). New 
York: John Wiley & Sons, Inc. 
Spangenberg, H. 1994. Understanding and Implementing Performance Management. 
Kenwyn: Juta. 
 
Spendolini, M.J. 1992, “The benchmarking process”, Compensation and benefits review, 
September-October, pp. 21-29. 
 The Public Finance Management Act (PFMA), 1999. 
The South African Constitution, 1996.  
 
The White paper on a New Employment Policy for Public Service: Managing People in a 
Transformed Public Service, 1997.  
The White Paper on Public Service Human Resource Management, 1997. 
 The White Paper on Reconstruction and Development (RDP) (1994:s5.7),   
The White Paper on Reconstruction and Development, 1994. 
 
73 
The White paper on the Transformation of the Public Service, 1997. 
US Office of Personnel Management.  Performance Management [Online] Available from 
(http://www.opm.gov/perform/overview.asp) [Accessed on 29 September 2011]. 
van der Merwe, N. & Visser, S.S. 2008.  Performance management in the South African 
motor manufacturing industry: a framework. Meditari Accountancy Research Vol. 16 No. 2 
2008: 189-211 209. 
What is Employee Satisfaction: [Online] Available from (http://www.wisegeek.com/what-is-
employee-satisfaction.htm) [Accessed on 29 September 2011]. 
What is Performance Management: [Online] Available from (http://www.wisegeek.com/what-
is-the-performance-management-process.htm) [Accessed on 30 June 2011]. 
Woods, M. & Grubnic, S. 2008. Linking Comprehensive Performance Assessment to the 
Balance Scorecard: Evidence from Hertfordshire county council. Financial Accountability & 
Management Journal, 24.3. 
 
 
 
 
 
 
 
 
74 
 
 Appendix A: QUESTIONNAIRE 
 
Thank you in advance for your participation in this study on performance management 
systems in State Development Agencies.  
 
This research is being conducted by Mr Thukela E Mashologu as part of the requirements 
for the fulfilment of the Masters of Business Administration Degree offered by the Faculty of 
Business Administration of the Nelson Mandela Metropolitan University and the findings will 
be used to determine if the use of performance management system (Balance Score Card) 
results in improvement of organisation efficiency.  Your participation is extremely valuable to 
the success of this research.  
 
The study and your responses are strictly confidential. Only members of the research team 
will have access to survey responses. In order to ensure utmost privacy, an identification 
number has been allocated to each participant to ensure that information will no way be 
connected with your name. The numbers, names or the completed questionnaires will not be 
available to anyone other than the research team. A summary of the results will be made 
available once the research has been approved by the NMMU Business School.  
 
Participation in this research is voluntary and you have the right not to participate or to 
withdraw from participation at any point in time. I urge you to answer ALL questions and not 
leave any question unanswered. I estimate that it will take you about 20 minutes to complete 
the questionnaire. 
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Section 1: Biographical Details 
 
1. Name of the Organisation?.................................................... 
 
 
2. My age is between  
  
21-30 31-40 41-50 51-60 60+ 
1 2 3 4 5 
 
3. My gender is   
 
Male  Female  
0 
1 
 
4. My ethnic group is   
 
Black  Coloured  Indian  White  Other  
1 2 3 4 5 
 
5. My Highest Education Level is  
 
Matric Only  Degree/Diploma  Post Graduate 
Degree/ Diploma 
 
1 2 3  
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6. I have worked in this company for this time period.   
 
0-5   6-10  11-15 16-20  21-25  26+ 
1 2 3 4 5 6 
 
7. Level of Authority  
 
Executive Management  Senior Management  Middle Management  
1 2 3 
 
 
8. How many total employees work in your organisation?  
Less than 50 50-100 employees 100-150 employees More than 150 
1 2 3 4 
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Section 2: Performance Management System   
The questions in this section ask general information about your organisation’s 
performance management system (or performance score card) 
Please review the following definitions BEFORE answering any questions in this 
Section.  
Performance Management Process: The set of organisational activities and tools 
used to monitor, evaluate and communicate performance information to aid 
managers in making decisions and taking action to achieve the goals of the 
organisation. 
Performance Review Process: A formal meeting, in which a defined group of 
people comes together on a regular basis to monitor, evaluate and make decisions 
about performance of their organisation. This meeting may also be referred to as 
strategy review meeting or an operational review meeting. 
 
It may be that you participate regularly in several different performance review processes for 
the different organisational units. An organisational unit may be a company, regional unit, 
business unit, department, etc. For the purpose of this research, the focus will be on the 
company. Then answer all questions in this entire survey, focusing only on the overall 
company and its associate performance review process and meetings.  
9. What is the name used to refer the performance review process and the meetings that 
you attend? 
Performance Review Meeting  Strategy Review Meeting  
1 2 
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Which frequency best describes how often your performance review meetings occurs? 
Weekly or more  
 
Monthly 
 
Quarterly  
 
Bi-annually  
 
Annually 
1 
2 3 4 5 
 
11 How many performance review meetings have you attended in the past financial year? 
 
Less than 2  meetings  2-3 meetings  4-6 meetings More than 6 meetings 
1 
2 3 4 
  
12 On average, how many people usually attend the performance review meetings? 
 
< 5 5-10 
people 
11-15 people  16-20 people  21-25 people  > 25 people 
1 
2 3 4 5 6 
 
 
13 On average, how long (in hrs) do the performance review meetings last? 
 
1-2hrs 2-3hrs 3-4hrs 4-5hrs 5-hrs 
1 
2 3 4 5 
 
In answering questions (14 -16), consider the set of non-financial performance 
measures used by your organisation. 
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14 Please indicate below whether there are any performance measures used by your 
organisation that relate to each of the following categories. 
 
 
15 How many key performance measures are there in the performance score card? 
 
<10 10-15 measures 16-20 measures 21-30 measures >30  
1 
2 3 4 5 
 
16 How many key performance measures are usually reviewed in the performance 
meeting including financial and non-financial measures?  
 
<10 10-15 measures 16-20 measures 21-30 measures >30  
1 
2 3 4 5 
 
17 During the past two years, have there been any significant changes in performance 
management system of your organisation? (Changes will include redesigning the set of 
measures in the score card, automating the performance measurement system, 
formalising the performance review meetings, etc.) 
 
Financial related measures Yes  1 No 2  
Customer related measures Yes 1 No 2  
Internal process measures Yes 1 No 2  
Learning and growth measure Yes 1 No 2  
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Yes (go to Question 17b) No (skip to question 18) 
1 2 
 
17(b) Consider the significant changes you mentioned above, please indicate your level of 
agreement with the following statement: Changes in the performance measurement 
system were successful.  
 
Strongly 
disagree 
Disagree Neither agree nor 
disagree 
Agree Strongly Agree 
1 2 3 4 5 
 
  
82 
Section 3: Design and Structure of the Performance Scorecard   
 
 
Now, please think how your performance measurement system for performance 
scorecard is designed or structured in answering the following questions. 
 
18 Considering your organisation’s performance measurement system, please indicate 
your level of agreement with each of the following statements: 
 Strongly 
disagree 
Disagree Neither 
agree nor 
disagree 
Agree Strongly 
Agree 
1. Our management team agrees on how to 
measure strategic success. 
1 2 3 4 5 
2. Performance measures we track are 
aligned with our organisational strategy. 
1 2 3 4 5 
3. The measures we track reflect good 
balance between financial and non-
financial performance. 
1 2 3 4 5 
4. Specific targets are set for each of our key 
performance measures. 
1 2 3 4 5 
5. Sub-units and employees feel ownership of 
the measures under their responsibility 
areas. 
1 2 3 4 5 
6. The measures we track are cascaded down 
to team and individual level. 
1 2 3 4 5 
7. Our performance measures are linked to 
reward and recognition system. 
 1 2 3 4 5 
8. Our performance measures are supported 
by an eas- to-use technology based 
system. 
1 2 3 4 5 
9. We continuously evaluate and improve our 
performance measures and management 
system. 
1 2 3 4 5 
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Section 4: Performance Review Process   
 
19 Consider your organisation performance review process and indicate whether you 
agree or disagree with each of the following statements.  
 Strongly 
disagree 
Disagree Neither 
agree nor 
disagree 
Agree Strongly 
Agree 
1. We identify and document lessons learnt from 
our review process. 
1 2 3 4 5 
2. Performance information we share with 
stakeholders is organised in a simple and 
meaningful way. 
1 2 3 4 5 
3. We compare our current performance levels to 
expectations such as goals or targets. 
1 2 3 4 5 
4. We use performance information to support 
decisions at operational level. 
1 2 3 4 5 
5. The performance review process enables us to 
focus our attention on the most critical areas. 
1 2 3 4 5 
6. Methods and tools used to collect performance 
data are effective. 
1 2 3 4 5 
7. The performance data collected is reliable and 
valid. 
1 2 3 4 5 
8. Procedures for collecting performance data are 
well defined. 
1 2 3 4 5 
9. Based on performance reviews, we decide how 
resources should be allocated to support 
implementation of improvement actions. 
1 2 3 4 5 
10. Performance measures are collected on a 
timely basis. 
1 2 3 4 5 
11. We compare our current performance levels to 
historical performance to identify trends over 
time.  
1 2 3 4 5 
12. The performance information we review 
enables us to anticipate the future direction of 
the organisation. 
1 2 3 4 5 
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13. We use visual representations such as strategy 
map to portray proposed casual relationships.  
1 2 3 4 5 
14. Once improvement plans are clear we define 
clear action plans with tasks priorities. 
1 2 3 4 5 
15. Decisions we made are put into action. 1 2 3 4 5 
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Section 5: Perception of Employees  
The following questions ask your perceptions about the impact of the performance 
measurement system on employees within the organisation. 
NB: The term employees refer to all individuals who work in the organisation.  
 
20 Consider your organisation and its employees indicate whether you agree or disagree 
with each of the following statements. 
 Strongly 
disagree 
Disagree Neither 
agree nor 
disagree 
Agree Strongly 
Agree 
1. There is a well expressed concept of who 
are we and where are we going as an 
organisation. 
 1 2 3 4 5 
2. There is total agreement on our 
organisational vision across all levels, 
functional and divisions. 
1 2 3 4 5 
3. All employees are committed to the goals of 
the organisation.  
1 2 3 4 5 
4. Employees have a good sense of the 
interconnectedness of all parts of the 
organisation.  
1 2 3 4 5 
5. Employees understand where all activities fit 
in within the organisation.  
1 2 3 4 5 
6. Employees criticise each other’s work in 
order to improve performance.  
1 2 3 4 5 
7. Employees freely challenge the 
assumptions underlying each other’s ideas 
and perspective. 
1 2 3 4 5 
8. Employees utilise different opinions for the 
sake of obtaining optimal outcomes.  
1 2 3 4 5 
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Section 6: Overall Organisational Performance 
21 Now, I would like to ask you about the performance of your organisation. In your 
opinion, how would you compare your organisation’s performance over the past 
financial year to that of other organisations doing the same kind of work for each of the 
following dimensions?  
 Strongly 
disagree 
Disagree Neither 
agree nor 
disagree 
Agree Strongly 
Agree 
1. Success rate in launching new products 
services or programmes  
1 2 3 4 5 
2. Customer satisfaction  1 2 3 4 5 
3. Adaptation to the changing conditions of 
the environment   
1 2 3 4 5 
4. Employee satisfaction 1 2 3 4 5 
5. Cost performance  1 2 3 4 5 
6. Business growth  1 2 3 4 5 
7. Reputation in its sector  1 2 3 4 5 
8. Overall financial performance  1 2 3 4 5 
 
Section 7:  Open ended Questions  
22 What do you think is the role of performance management in your organisation? 
................................................................................................................... 
................................................................................................................... 
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23 What performance management tool would you use to manage your organisation performance 
if you had a choice to choose? 
 
................................................................................................................  
 
24 Perception is that performance review processes have a negative impact on relations. What’s 
your take on this? 
......................................................................................................................... 
......................................................................................................................... 
Thank you very much for your participation!!! 
Thank you for completing this survey. Your responses will help in better 
understanding how state development agencies use performance management.  
 
 
 
 
 
